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Introduction § 


The Project Has Three Main Objectives 


¢ Identify those aspects of the external customer experience that affect 
their satisfaction with BLM service. 


e Prioritize ways to increase customer satisfaction. 


¢ Work with BLM management and staff to initiate action steps on 
high leverage issues. 
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Introduction 


Net Impression®: The Customer Scorecard 


Net Impression® is a market research technique for understanding customer expectations and prioritizing improvement opportunities. 
Qualitative research, usually in the form of focus groups or personal interviews, is used to identify the items that comprise the customer 
scorecard. Next a quantitative survey is administered by either phone or mail. The survey responses are analyzed using the Net 
Impression® model software to identify leverage areas. High-leverage items are ones where changes will lead to the greatest increase in 
overall customer satisfaction. Appendix A provides a detailed description of the Net Impression® model. 


SCORECARD 
Customer Satisfaction - ARENA #1 


Customer Service Arenas 
describe service in terms of what 


the customer expects. Customer Satisfaction - ARENA #2 


Customer Satisfaction - ARENA #3 


Customer Satisfaction - ARENA #4 


Customer Value Criteria 
define performance 
within an arena. 
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Introduction § 


Net Impression® Leverage Analysis is Used to Prioritize 
Improvement Opportunities 


¢ A high leverage area is one where customers are relatively dissatisfied and/or a 
change will probably contribute to an improvement in satisfaction with BLM. 


¢ Leverage scores are indexed on a one to ten scale, where ten represents the best 
opportunity for improvement. 


¢ Pacific Consulting Group’s Net Impression® model was used to generate the leverage 
scores. 
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BLM, the Forest Service, Pacific Consulting Group and Howard 


University Teamed to Conduct the Customer Research 


Task 


¢ Conduct focus groups 

¢ Prepare preliminary Net Impression® frameworks 
e Finalize research design 

¢ Draft questionnaires 

¢ Comment on questionnaires 

e Finalize questionnaires 

¢ Draw samples for each use authorization segment 


e Write advance and cover letters and follow-up postcards 
e Print questionnaires and correspondence 

e Mail advance letters 

¢ Mail questionnaires with cover letters 

¢ Mail follow-up postcards 

e Administer intercept surveys 

¢ Develop coding scheme for open-ended questions 

e Code surveys and keypunch data 

e Analyze data and create reports by customer segment 

¢ Present findings to the Customer Service Lead Group 


Group(s) Responsible 
PCG, BLM, and Forest Service facilitators 
PCG 
PCG and Customer Service Lead Group 
PCG 
Customer Service Lead Group 
PCG 
PCG, Howard University, 
Customer Service Lead Group 
PCG 
BLM’s NPR Team 
Howard University 
Howard University 
Howard University 
Local BLM staff 
PCG 
Howard University and/or PCG 
PCG 
PCG 
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Focus Groups Were Conducted to Help Construct the 
Net Impression® Frameworks for Direct Customers 


Eight focus groups were held in BLM field offices as shown below. The external groups covered three segments of BLM’s customer 
base: Information Access Center visitors, Use Authorization customers, and Recreational and Educational Users. 


Focus group interviews provided the basis for the survey questionnaires. Participants were asked to discuss what they expected of BLM 
and how BLM could improve service. 
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Survey Questionnaires Were Developed for 


Nine Separate Customer Segments 


¢ Each of the nine questionnaires contained customer satisfaction 
rating questions on items that focus group customers had identified 
as important in providing good service. 


¢ Rating questions were posed on a seven point scale where 1 
represented "Needs major improvement" and 7 represented 
"excellent". 


¢ A few demographic questions were included to profile major 
respondent groups. 
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Sampling Scheme and Response Rates 


Information 
Access 
Centers 


Recreational 
an 
Educational 
Centers 


Land 
Management 
Transactions 


Ue of- pik 
Grants 

Oil and Gas 
Leases 
Mining 
Claims 


Grazing 
Permits and 
Leases 


Recreational 
Permits 
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Comments on Sampling and Survey Administration 


To balance comprehensiveness and efficiency, cluster sampling schemes were employed for each of the customer segments— within 
States for Information Access Centers (1 or 2 chosen within each state); and across States for Use Authorizations (4 States each based on 
volume). A census was attempted for Timber permits, but too few completed questionnaires were received to support analysis. 


Sample sizes were initially intended to produce 100 completed questionnaires from each customer segment from each participating State. 
Actual sample sizes were lower due to various problems with data bases and administration procedures. 


All use authorization surveys were conducted by mail. Intercept techniques were employed for Information Access Centers and 
Recreational and Educational Centers, with self-administered questionnaires distributed and collected by on-site BLM employees. 


Maximum sampling error (95% confidence interval) for each of the segments surveyed is presented below. 


Oil and Gas 
Leases 


Information 
Access Centers 


Recreational and 
Educational 
Centers 


Grazing Permits 
and Leases 


Land 
Management 
Transactions 


Recreational 
Permits 


Right-of-Wa 
Gren 
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Report Organization 


¢ This volume summarizes the results from each survey and contains the 
following sections: 
¢ Overview 
¢ Respondent Profile 
¢ Customer Satisfaction Ratings 
¢ Improvement Opportunities 
¢ This volume also contains an Appendix A describing Net Impression®. 


e A separate volume contains the survey questionnaires and frequency 
tabulations for each survey. 


PCG Pacific Consulting Group - 


Information Access Center Customers 


Information Access Center Customers: Overview 


Focus Groups Were Conducted to Construct the Net Impression® 
Framework for Information Access Center Customers 


¢ PCG moderators conducted focus groups in Riverside, California. 
¢ Forest Service moderators conducted focus groups in Vale, Oregon. 


e Information Access Center customer expectations formed the basis 
for questions contained in the questionnaire. 


e The survey questionnaire was reviewed and the items finalized by 
the Customer Service Lead Group. It was then pretested at field 
locations. 
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Facilities Available 


¢ Having comfortable and adequate 
space for public use 

¢ Having adequate space to display 
resource materials 

* Displaying interesting exhibits 

¢ Making it easy to find the 
Information Access Center 

¢ Making buildings and facilities 
accessible to customers with 
disabilities 

¢ Having enough parking space 
available 
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Services Available 


¢ Making it clear what information 
is available through the center 

¢ Making it clear how to use the 
center’s services 

¢ Providing accurate, complete 
information on my areas of 
interest 

¢ Volunteering information and 
services to meet my needs 

* Providing direct access to current 
information 

Indicating where there is legal 
access to public land 

¢ Making good use of computers 

¢ Having maps and other 
informational materials that meet 
my needs 

¢ Allowing me to make my own 
copies of relevant documents 

* Charging reasonable fees for 
materials 

¢ Accepting several forms of 
payment (cash, check, credit card) 

¢ Providing information about lands 
and resources not managed by 
BLM 

¢ Having information available that 

meets the needs of customers with 

disabilities (information about 

accessible campsites, brochures in 

large print or Braille, etc.) 
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Information Access Center Customer Scorecard 


Customer Service 


¢ Greeting me when I enter the 
Information Access Center 

¢ Responding to my requests 
quickly 

¢ Having knowledgeable, 
experienced employees on site 

¢ Having the right information 
available to answer my questions 

¢ Delivering consistent service 
within the same office 

* Delivering consistent service 
among BLM offices 

¢ Showing enthusiasm and having a 
friendly, cooperative attitude 

¢ Employing a sufficient number of 
staff for the work load 

¢ Minimizing the number of 
referrals to other staff or offices 

¢ Fostering a good working 
relationship with users of the 
center 

¢ Having employees who take 
personal responsibility and 
commitment for getting me the 
information that I need 

¢ Having reasonable, flexible 
policies about using the center 

¢ Having reasonable, flexible 
policies about land and resource 
management 

¢ Having hours of operation that 
meet my needs 


Communicating with 


the Public 


* Being open about the reasons for 
decisions and the results of studies 

¢ Educating the public about how to 
use the land and resources and 
BLM’s services and facilities 

¢ Getting public input into the 
planning process 

¢ Willingly offering information to 
the public 

¢ Promoting BLM, its employees, 
and its mission to the public 

¢ Making it easy for people to find 
out about proposed changes 
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Information Access Center Customers: Respondent Profile & 


614 Completed Questionnaires Were Received from Information 
Access Center Customers 


> 


Purpose of Visit First Time Repeat 
Visitor Visitor 
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< 
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Recreational 30.2% 12.5% 
Information 

Land and Mineral 32.8% 67.7% 
Records 


= 
“< 


Unassigned 


Total 
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Performance Standard Ratings 


omer Service Standard - 


Greeted within 5 Minutes 
Receive Information within 30 Minutes 


Receive Response to Phone or Written Requests within 5 Days 
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Information Access Center Customers: Customer Satisfaction Ratings 


Mean Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 


rating: 6.1 


Facilities Available Information and Customer Service Communicating with 
Services Available the Public 
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Information Access Center Customers: Customer Satisfaction Ratings 


Segmentation Analysis Is Used to Help Understand Differences 
in Customer Satisfaction Ratings 


* Segmentation Analysis shows what factors drive customer satisfaction and helps 
explain why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, taking the other 
factors into account. 


¢ Analysis was performed on the overall customer satisfaction with the Information 
Access Centers and on the overall satisfaction for each of the four service arenas. 
Three factors were included: the state in which the BLM site was located, whether the 
customer was a first-time or repeat visitor, and the purpose of the visit. 


¢ There are no significant differences between the three given factors for the 
Communicating with the Public arena. 


¢ Only statistically significant effects are shown. 


A 


Indicates that the factor has a negative Indicates that the factor has a positive net 
net effect on ratings effect on ratings 


B 


-0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4 


- Deviation from Mean Score + Deviation from 
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Information Access Center Customers: Customer Satisfaction panes 


Significant Differences i in Overall Satisfaction Ratings 
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Purpose of visit: 


Brochures 

Yes 

(N=436) 

No 

(N=85) 

-| -0.5 0 0.5 1 
Mean = 6.14 
N=521 
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Significant Differences in Facilities Available Ratings 


MN 
= 
tet) 
os 
(ae) 


AK (N=15) 
AZ (N=23) 
CA (N=76) 
CO (N=92) 
ID (N=113) 
MT (N=12) 
NM (N=S0) 
NV (N=54) 
UT (N=58) 
WY (N=21) 
Other/Blank (N=50) 
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Information Access Center Customers: Customer Satisfaction Ratings 


Significant Differences in Information and Services 
Available Ratings 


State Purpose of visit: 


ne ____—i ‘See 
SATEEN Fp ceeercmal| hl 
CANIS) iten tO 


CO (N=73) 
ID (N=105) ine 


NM (N=45) 
NV (N=51) 


utes oy a 
No 

oteBtank 0), MMB 
-| -0.5 0 0.5 1 


Mean = 6.20 
N = 508 
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Significant Differences in Customer Service Ratings 


State 


AK (N=14) 
AZ (N=18) 
CA (N=72) 
CO (N=74) 
ID (N=97) 


NM (N=46) 
NV (N=49) 
UT (N=58) 
WY (N=21) 


Other/Blank (N=40) 


Type of visitor 


First-time visitor 
(N=189) 


Repeat visitor 
(N=312) 


Customer Satisfaction Arena Leverage 


Communicating with the Public 
Information and Services Available 
Facilities Available 


Customer Service 


0 2 4 6 8 
Leverage Index 
(Minimum N=458) 
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Information Access Center Customers: Improvement Opportunities § 


Suggestions Made for Improving Overall 
Customer Satisfaction (N=69) 


Improve public relations 


Expand Information 


Improve staffing fa Access Center 


Provide variety of [22 
informational/educational [07 aes 


resources \ 0 pm elas _ 


Improve physical 
facility environment 


Increase/update 
information resources 


PCG Pacific Consulting Group "4 


Information Access Center Customers: Improvement Opportunities 


"Discuss with frequent users any major changes that 
may disrupt services that are now in place and listen 
to what they may say." 


Communicating with the Public 


"Explain why 
and when 
policies change Easy to find out about proposed changes 
and advertise 

meetings ina 


much more Getting public input 
aggressive way 

and let people 

SOON IEG 4 Promoting BLM, employees, and its mission 
advance. 


Open about reasons for decisions and results of studies 


Educating public 


"Increase TV and 
newspaper ads. Unless 


you're a member of an Willingly offering information 

outdoors related group, 

you usually do not hear 

about BLM lands and 0 2 4 6 8 10 
policies." Leverage Index 


(Minimum N=424) 
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Information Access Center Customers: Improvement Opportunities | 


Suggestions Made for Improving Communicating 
with the Public (N=28) 


Emphasize broader agency 
goals (land preservation) 


Decrease self- 
congratulatory attitude 


Improve and increase public 
relations/advertising (TV, 


Provide a variety of radio, paper) 


informational/educational 
resources 
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Information Access Center Customers: Improvement Opportunities 


Information and Services Available 


IT could have used a comprehensive services guide.' 


Providing information about lands and resources not managed by BLM 
Having information that serves the disabled 

Indicating where there is legal access to public land 

Making it clear what information is available through the center 
Charging reasonable fees 

Allowing me to make my own copies of relevant documents 
Making it clear how to use the center's services 

Making good use of computers 

Providing accurate, complete information 

Direct access to current information 

Volunteering information and services to meet my needs 
Having maps and other informational materials 


Accepting various forms of payment 
"This is one of the finest museums 


we have seen in the area. The 0 2 4 6 8 10 
children's center was excellent." Leverage Index 
PCG Pacific Consulting Group o (Minimum N=363) -" 
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Information Access Center Customers: Improvement Opportunities 


Suggestions Made for Improving Information 
and Services Available (N=43) 


Provide well-informed, 
qualified, helpful staff 


Provide a variety of 
informational/ educational 
resources 


Improve on-site 
equipment 


Maintain up-to-date 
automated records 


Provide 
up-to-date 
printed materials 


PCG Pacific Consulting Group 7 = 


Seen lula eee eae See Prag e pee tetic scat | 


3 


Information Access Center Customers: Improvement Opportunities 


| 
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"Having enough parking space available." 


Facilities Available E me 
No room for a trailer. 

Having enough parking space available 

Making it easy to find the Information Access Center 


Displaying interesting exhibits 


Having adequate space to display resource materials 


Having comfortable and adequate space for public use 


Making buildings and facilities accessible to customers with disabilities 


"I had trouble locating BLM's 4 6 8 10 


phone number. Leverage Index 


(Minimum N=505) 


30 
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Suggestions Made for Improving Facilities Available (N=53) 


Provide up-to-date, 
easy to use 
equipment 


Sy 

Improve and ee atetatates. 

55550525 
552505 


increase access 


©, ©, 0,00 
CK 
SRN 


Provide a variety 
of informational/ 
educational resources 
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"The staff is extremely personable and helpful, and 


Customer Ser vice much improved over previous years." 


Flexible, reasonable policies about land and resource management 
Delivering consistent service among BLM offices 

Minimizing number of referrals 

Sufficient staff 

Convenient hours of operation 

Flexible, reasonable policies about use of center 


Employees showing accountability and commitment 


Fostering good working relationship with users 
Delivering consistent service within same office 
Enthusiastic, friendly, cooperative attitude 


Having the right information available to answer my questions 


"This is a very good use 
Knowledgeable, experienced employees on site of public funds." 
Responding to my requests quickly 
Greeting me when I enter the Information Access Center 
''My first experience with a BLM site was most pleasant. If all 0 2 o 6 8 10 


Leverage Index 


sites all this nice, and all personnel as courteous, I'm sure there ‘ee. 
P (Minimum N=463) 


are no problems in your organization." 
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Information Access Center Customers: Improvement Opportunities 


Suggestions Made for Improving Customer Service (N=23) 


Provide courteous, 
helpful employees 
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Extend hours (earlier 
and later) 


Increase staff 
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Recreational and Educational Use 


Customers 


Recreational and Educational Use Customers: Overview 1 


Focus Groups Were Conducted to Construct the 
Net Impression® Framework for Recreational 
and Educational Users 


¢ PCG moderators conducted focus groups in Riverside, California. 

¢ Forest Service moderators conducted focus groups in Cody, Wyoming and Grand 
Junction, Colorado. 

¢ Recreational and Educational customer expectations formed the basis for questions 
contained in the questionnaire. 


¢ The survey questionnaire was reviewed and the items finalized by the Customer 
Service Lead Group. It was then pretested at field locations. 
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Recreational and Educational Use Customers: Overview 


Complete Scorecard for Recreational and Educational Users 


Facilities and Access 
to Public Land 


¢ Allowing appropriate and 
reasonable access to public lands 

¢ Maintaining roads and trails 

* Maintaining clean buildings and 
other facilities 

¢ Providing enough facilities in useful 
places on public land 

¢ Providing accurate, detailed, and 
affordable maps and brochures 

¢ Offering maps for sale in a variety 
of places 

¢ Indicating where public lands are 
located 

¢ Indicating where access is allowed 
on public lands 

¢ Informing the public about reasons 
for land closures 

¢ Charging appropriate fees for 
recreational use 

¢ Making buildings and facilities 
accessible to people with 
disabilities 

¢ Making trails and roads accessible 
to people with disabilities 


Management 
Practices 


¢ Managing the number of people at 
recreational sites 

© Managing the use of recreational 
vehicles 

¢ Managing noise 

* Controlling garbage and human 
waste 

¢ Having knowledgeable employees 

¢ Fostering a good working 
relationship with users of the land 

¢ Having practices that show 
concern for human beings as well 
as for the land 

¢ Volunteering information about 
what is available on the land 

¢ Working with groups that have 
special needs 

¢ Educating users to respect each 
others’ needs 


Protection of 
Resources 


¢ Protecting the natural 
environment 

¢ Protecting historic and prehistoric 
sites 

¢ Providing interpretative 
information at historic sites 

¢ Making use of knowledgeable 
private organizations and 
volunteers 

* Getting public input when 
identifying critical areas for 
preservation 

¢ Responding quickly to 
environmental threats 

¢ Preserving water resources for 
wildlife 

* Educating the public about how to 
use the land 

¢ Educating the public about 
cultural and historical resources 


Rules, Regulations, 
and Policies 


¢ Having reasonable rules and 
regulations 

¢ Ensuring public awareness of 
rules and regulations 

¢ Fostering cooperation between 
BLM staff and recreationists 

¢ Assigning enough rangers to 
enforce rules and regulations 

¢ Having on-the-ground BLM 
employees who know how to 
work with people 

* Cooperating with other agencies 

¢ Establishing penalties that deter 
violations 

¢ Implementing policies 
consistently 

¢ Applying rules fairly and 
equitably to authorized permittees 
and to recreational and 
educational users 

¢ Balancing the needs of multiple 
users 

¢ Balancing a concern for 
preservation with usage needs 

* Getting public input into deciding 
how the land will be used 

¢ Being flexible as usage needs 
change 
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Recreational and Educational Use Customers: Respondent Profile 


602 Surveys were Received From Recreational _ 
and Educational Use Customers 
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* Only 119 respondents provided codable answers to this question. 
Overall 49% of respondents were first time visitors. 
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Recreational and Educational Use Customers: Customer Satisfaction Ratings 


Performance Standards 


¢ Of the 602 customers who returned the survey, only 280 answered 
whether they received action on in-person requests within 30 
minutes. 


¢ Of the 602 customers who returned the survey, only 246 answered 
whether they received a response to phone or written requests within 
5 days. 


Receive Action on In-Person 
Request within 30 Minutes 


Receive Response to Phone or 
Written Request within 5 Days 
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Mean Arena and Overall Satisfaction Ratings 


Overall mean 
satisfaction 
rating: 5.2 


Facilities and Access Management Protection of Rules, Regulations, 
to Public Land Practices Resources and Policies 
PCG Pacific Consulting Group a 40 
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hanya of RAiniek (ANOVA) i Used 1 ts SH. Understand 
Differences in Customer Satisfaction 


* ANOVA shows what factors drive customer satisfaction and helps 
explain why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, 
taking the other factors into account. 


¢ Analysis was performed on the overall customer satisfaction with 
BLM's handling of public lands and on the overall satisfaction for 
each of the four service arenas. Three factors were included: the 
state in which the BLM site was located, whether the customer was a 
first-time or repeat visitor, and the customer's primary activity on the 
land. 


¢ Only statistically significant effects are shown. 


A 


Indicates that the factor has a positive net 
effect on ratings 


Indicates that the factor has a negative 
net effect on ratings 


B 
é ‘ -0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4 
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Primary activity on the land 
Biking (N=7) 
Boating (N=12) 


Camping (N=30) 


Fishing (N=15) 


Hiking/Riding (N=17) 


Hunting (N=8) 


Rafting (N=8) 


Sightseeing (N=4) 
Swimming (N=8) 
Other (N=378) 
ES? = 1-055" 02-075) 1 Ics 


we 


Mean = 5.32 
N = 487 


AK 


Recreational and Educational Use Customers: Cu 


Significant Differences in Facilities and Access 
to Public Land Ratings 


(N=18) 


AZ (N=9) 


CA 
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Recreational and Educational Use Customers: Customer Satisfaction Ratings | 


Significant Differences in Management Practices Ratings 
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| 
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Recreational and Educational Use Customers: Customer Satisfaction Ratings § 


Significant Differences in Protection of Resources Ratings 


aK W=19[ 
i 
ne ee 


CO (N=41) 
ID (N=34) 
MT (N=15) 
NM (N=36) 
NV (N=19) 
OR (N=16) 


ura i 
wy waco) 
Other eel 


-1.5 -1 -0.5 0 0.5 
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fee OR ie es 


Primary activity on land 

Biking (N=7) 
Boating (N=11) 
Camping (N=32) 
Fishing (N=15) 
Hiking/Riding (N=15) 
Hunting (N=8) 
Rafting (N=8) 
Sightseeing (N=5) 
Swimming (N=7) 
Other (N=374) 
-1.5 -1 


<U25) 020-0) Saute 


Mean = 5.31 
N=482 
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Recreational and Educational Use Customers: Customer Satisfaction Ratings fj 


| 


Significant Differences in Rules, Regulations and Policies Ratings 


AK 


(N=11) 


AZ (N=9) 


CA 
CO 
ID 
MT 
NM 
NV 
OR 
UT 
WY 


(N=76) 
(N=39) 
(N=31) 
(N=14) 
(N=34) 
(N=14) 
(N=15) 
(N=40) 
(N=56) 


Other (N=106) 


-2.1.5-1%0.5 0°-0.5 141.5 2 
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Bone chit SPOS Nee TERE SR catch 3 SOME RR Sie See 
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First-time 
visitor (204) 
Repeat 
visitor 
(241) 


Mean = 5.17 
N = 445 


Swimming (N=8) 


Type of Visitors 


-2-1.5-1-0.5 0 0.5 1 1.5 2 


Primary activity on land 


= 2<12.5.-1°-0.5:050:5 1 1.5 2 
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Recreational and Educational Use Customers: Improvement Opportunities : 


Customer Satisfaction Arena Leverage 


Rules, Regulations, and Policies 
Protection of Resources 


Management Practices 


Facilities and Access to Public Land 


0 


2 4 6 8 10 
Leverage Index 


(Minimum N=495) 
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Recreational and Educational Use Customers: Improvement Opportunities | 
Suggestions Made for Improving Overall Customer 
Satisfaction (N =94) 


Improve safety in 
recreational areas 


Enforce rules consistently 


Maintain pristine environment 


Increase funding and resources Gc ceeeha cantar ue 


Improve public relations/ 

information dissemination 
Improve and broaden 

access to recreational areas 
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Recreational and Educational Use Customers: om tneeue Be emetic 7 


i 
4 


Rules Regulations and Poli cl es "'T feel like the public has little input in land usage and 
2 aes ; 


policies; certain interest groups and politicians do." 


Being flexible as usage needs change 

Getting public input into deciding how land will be used 
Balancing concern for preservation with usage needs 
Balancing the needs of multiple users 

Establishing penalties 

Cooperating with other agencies 

Implementing policies consistently 


Applying rules fairly and equitably 


Sufficient rangers "I prefer education over 


enforcement, however, when 
violations are willfull and 
blatant a strong message must 
be sent to any violators." 


Ensuring public awareness of rules and regulations 
Fostering cooperation between BLM staff and recreationists 
People-oriented on-the-grounds employees 


‘Having reasonable rules and regulations 


4 
Leverage Index 
PCG Pacific Consulting che (Minimum N=437) 
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Recreational and Educational Use Customers: Improvement Opportunities | 


Suggestions Made for Improving Rules, Regulations 
and Policies (N =48) 


Make compliance easier 


Balance environmental concerns 
and clientele needs appropriately 


Educate public about rules 


Enforce rules strictly 
and consistently 


Seek out public input 
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Recreational and Educational Use Customers: Improvement Opportunities : 


Protection of Resources "Keep it Wild." 


Educating public about cultural and historic resources 

Responding quickly to environmental threats 

Educating the public about how to use the land 

Getting public input when identifying critical areas for preservation 
Making use of knowledgeable private organizations and volunteers 


Preserving water resources for wildlife 


This is a very wide area of 
responsibility. Since the 
BLM will never be able to 
monitor all sites I feel a 
strong educational policy 

to justify your actions." 


Protecting the natural environment 
Providing interpretive information at historic sites 


Protecting historic and prehistoric sites 
"Keep the public aware of 


the critical wildlife needs." 0 2 4 6 8 10 
Leverage Index 
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Resources (N =36) 


Seek out public input 


Maintain pristine environment 
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Recreational and Educational Use Customers: Improvement Opportunities | 


Educate public 


a 


Recreational and Educational Use Customers: Improvement Opportunities 


Having practices that show concern for human 


Management Practices beings as well as for the land." 


Educating users to respect each others’ needs 


Fostering a good working relationship with land users 


Managing number of people at recreation sites 
Showing concern for people and land 

Managing the use of recreational vehicles 
Volunteering information about what is available 


Working with groups that have special needs 


'More education for users on taking care of 
the land- not trashing lands and facilities- 
why certain things should not be done, why 
they harm the land- perhaps a pamphlet at 
each sight." 


Managing noise 
Having knowledgeable employees 


Controlling garbage and human waste 


4 6 8 10 
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Recreational and Educational Use Customers: Improvement Opportunities § 


Suggestions Made for Improving Management Practices (N =49) 


Collaborate with other relevant agencies 


Allow greater local control, less bureaucracy 


Seek out public involvement Improve information dissemination 


&, 
re 
\ 

O 


Provide adequate staff 


sees es es es we ew ew eB se 
®e sess ee sseee sf) 
esses 8s ® &© & 8 


Enforce rules more efficiently 
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Recreational and Educational Use Customers: Improvement Opportunities 
Facilities and Access to Public Land 


Making trails and roads accessible to disabled customers 
Informing public about reasons for land closures 

Indicating where access is allowed 

Indicating where public lands are located 

Allowing appropriate access 

Enough facilities in useful places 

Maintaining roads and trails 

Making buildings and facilities accessible to disabled customers 


; Selling maps in variety of locations 
"Provide more information on 


where public access is Charging appropriate fees 


available. Information should accurate, detailed, affordable maps 
be available at RV stores, 


sporting good stores, Maintaining clean buildings 
Regional/District Forest 

Service offices and state visitor 0 2 4 6 8 10 
centers." 
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BGS Ras 
BRT Sake? 


"Better consistent access to 
all public land." 


Leverage Index 
(Minimum N=502) 


Recreational and Educational Use Customers: Improvement Opportunities 


Suggestions Made for Improving Facilities and Access to Public 
Land (N =118) 


Keep iand pristine 


Provide more attentive maintenance services 


\ 


Charge reasonable usage fees 


Maximize public access to land Provide adequate public site facilities 


Provide information on where 
public access is available. 


Maintain safe, well-marked roads and trails 
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Land Management Transaction Customers 


Land Management Transaction Customers: Overview & 


Focus Groups Were Conducted to Construct the 
Net Impression® Framework for Land Management Transactors 


¢ PCG moderators conducted focus groups in Reno, Nevada. 


¢ Forest Service moderators conducted focus groups in Coeur d'Alene, 
Idaho, and Santa Fe, New Mexico. 


¢ Use Authorization customer expectations formed the basis for 
questions contained in the questionnaire. 


¢ The questionnaire was reviewed and finalized by the Customer 
Service lead group and pretested at field locations 
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Land Management Transaction Customers: 


Overview | 


Land Management Transactions Customer Scorecard 


Processing Land 
Transactions 


* Being able to obtain 


information and conduct 


transactions at local 
BLM offices 

* Making up-to-date 
information accessible 


¢ Letting me know what to 


expect during the 
transaction process 


¢ Matching the complexity 


and expense of the 
spplicauon with the 
likely impacts of the 
transaction 


¢ Letting me know when I 


can expect a response 

¢ Charging fair rates and 
fees 

¢ Processing my 
application in a timely 
manner 

¢ Maintaining good 
communications during 
the transaction process 

¢ Giving consideration to 
special situations 

¢ Providing assistance 


when needed to complete 


aperwork 


¢ Explaining the terms and 


conditions of the land 
transaction 


Service Delivery 


¢ Having employees who 
are knowledgeable 
about my geographic 
area and its resources 

¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

* Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

¢ Delivering consistent 
service 

¢ Maintaining a good 
relationship with the 

ublic 

*¢ Being flexible and 
creative in meeting 
users’ needs 

¢ Being available when I 
call 

¢ Responding promptly 
to information requests 
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Resource 
Management 


Practices 


¢ Fostering a cooperative 
working relationship 
with users 

¢ Having reasonable 
maintenance 
requirements 

¢ Providing helpful 
technical assistance to 
applicants and 

rmittees 
esponding quickly to 

publicly desired 
projects, proposals, and 
improvements 

¢ Balancing local and 
national priorities when 
interpreting laws and 

olicies 

¢ Balancing the needs of 
multiple users 

¢ Balancing conservation 
of the environment with 
applicants’ needs 

¢ Respecting Native 
American lands and 
cultural sites 


Rules, Regulations, 
and Policies 


¢ Having reasonable, 
logical rules and 
regulations 
° Having fair 
enforcement policies 
* Keeping public lands 
open for users when 
appropriate | 
¢ Ensuring fair and 
consistent policies for 
all applicants and 
ermittees 
* Interpreting regulations 
consistently 
¢ Providing adequate 
protest and appeal 
olicies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 

information to the 
ublic 

° Ae consistent 
and timely information 
to the general public 

¢ Making it easy for 
people to find out about 
aie tae changes and 

ublic hearings 

* Being open about the 
reasons for policy 
revisions 

° Gerate public input at 
the right point in the 
process 

¢ Acting on public input 
when appropriate 

* Including me in the 
land use planning 
eee 

¢ Educating all people 
about land uses and 
resource management 

¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


¢ Communicating among 
departments within my 
local BLM office 

¢ Coordinating with 
other BLM offices 

¢ Coordinating with 
other state and federal 


apercies 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to local BLM 
offices 

¢ Empowering local 
employees to evaluate 
risks and to make 
decisions 

¢ Holding employees 
accountable 

¢ Making good use of 
resources and 
eee outside 

LM 


¢ Performing an 
appropriate level of 
review of studies done 
by approved experts 
outside BLM 

¢ Being progressive to 
meet current needs 
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Land Management Transaction Customers:Respondent Profile 


125 Completed Questionnaires Were Received from 
Land Management Transaction Customers 


Total 


* Multiple response question. 
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Land Management Transaction Customers: Customer Satisfaction Ratings 


Mean Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 
rating: 4.4 


Processing Service Delivery Resource Rules, Communicating Internal 
Land Management Regulations with the Public Management 
Transactions Practices and Policies Practices 
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Land Management Transaction Customers: Customer Satisfaction Ratings 5 


i 


Segmentation Analysis Is Used to Help Understand Differences 


in Customer Satisfaction 
¢ Segmentation Analysis shows what factors drive customer 
satisfaction and helps explain why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, 
taking the other factors into account. 


¢ Analysis was performed on overall customer satisfaction with BLM's 
handling of land management transactions and on the overall 
satisfaction for each of the six service arenas. Two factors were 
included: the state in which the most frequently contacted BLM site 
was located, and the types of transactions conducted with BLM in 
the past two years. 


¢ Only two of the six arenas show significant differences between 
these two factors due in part to the small sample size of 125 cases. 


¢ Only statistically significant effects are shown. 


A 


Indicates that the factor has a positive net 
effect on ratings 


Indicates that the factor has a negative 
net effect on ratings 


B 


s ties <4 203520 tec O ee O32 0,109.03 804 
| PCG Pacifie Consulting Group F - Deviation from a; Mean Score 2 + Deviation from 64 


Ee era eee nr ee ee Mean Mean 


Land Meer Transaction Customers: Customer SH 


pe eniicant Differences i in ‘Processine Ena cieansatrinne Ratings 
Transaction Type: Acquisitions 


Yes (N=27) 


No (N=77) 


! 
— 


-0.5 0 > 1 
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Land Management Transaction Customers: Customer Satisfaction Ratings & 


Significant Differences in Internal Management 
Practices Ratings 


State 


CA (N=24) 
ID (N=29) 


Other (N=27) 


-1 -0.5 0 OS) 


Mean = 4.30 
N = 84 
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Land Management Transaction Customers: Improvement Opportunities 


Customer Satisfaction Arena Leverage 


Rules, Regulations, and Policies 
Internal Management Practices 
Processing Land Transactions 
Service Delivery 

Resource Management Practices 


Communicating with the Public 


0 4} 4 6 8 10 
Leverage Index 
(Minimum N=89) 
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Land Management Transaction Customers: Improvement Opportunities § 


Suggestions Made for Improving Overall 
Customer Satisfaction (N =34) 


Effective management 
of multiple uses 


Efficient and timely 
Helpful employees; flexible transaction process 


and sensible procedures 


XxX 
(XxX 
© XS 


GY 


Work closely with owners and users 


ese ses es es 8s se es ee 
ss ses es 8s ses we es eee 
se es es ws ee ew eeseseeas 
eseespseeeesseses 7% 
sess ep ev eeseuevsens f 
eee eseseeeeees 


Greater local control 
over decision making 


69 


PCG Pacific Consulting Group 4 


4 
3 


ae 


Land Management Transaction Customers: Improvement Opportunities 5 


Rules, Regulations, and Policies "Standardize the process 


in a simple way. Things 
take too long. Make it 
easier and faster." 


Interpreting regulations consistently 


Having reasonable, logical rules and regulations 


Having fair enforcement policies 


Ensuring fair and consistent policies "The local officers are 


severely handicapped 
because there are no clearcut 
directions from Washington. 
A simple land exchange can 
take five to ten years." 


Providing adequate protest and appeal policies 


Keeping public lands open for users when appropriate 


0 2 4 6 8 10 
Leverage Index 


A 

Pee eee amie Oh rane ecm See: eS 

Berend ice ee Oi = | 
ET SR a SS 7 SS SSS SSS SSS SSS SSS Ss SS 


70 


Land Management Transaction Customers: Improvement Opportunities 


Suggestions Made for Improving Rules, Re 
and Policies (N =7) 


gulations, 


©, 
S55 
©, ¢,@ 
OY? 
e, R550 


, 


Streamline or rewrite rules to improve 
flexibility and efficiency 


eo, 
©, 0,0, 0,0 ,e 
55252 


Greater local control over 
decision making 
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Land Management Transaction Customers: sae gene Opportunities 


anteanal Management Practices "Make individuals responsible for their own actions." 


Review studies done by experts outside BLM 

Holding employes accountable 

Making good use of professionals and resources outside BLM 

Effective communication and coordination between Washington and field 


Empowering local employees 


Being progressive to meet current needs 
"BLM and other 
agencies (Forest 
Service, the Corps of 
Engineers ) could learn 
a lot from each other if 
they coordinated 


Coordinating with other BLM offices 
Coordinating with other state and federal agencies 


Delegating sufficient authority to local offices 


"In my opinion local PAMST 
offices need more Communicating among departments 
authority to act on 
local problems." 0 a) 4 6 8 10 


Leverage Index 
PCG aide eerie Gromp : (Minimum N=76) 72 
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Land Management Transaction Customers: Improvement Opportunities 


Suggestions Made for Improving Internal 
Management Practices (N =8) 


Greater local control over 
decision-making 


Improve coordination between 
BLM offices and employees 
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Land Management Transaction Customers: Improvement Opportunities 


Processing Land Transactions ‘NGT ees 


the process." 


Letting me know what to expect during the application process 
Processing my application in a timely manner 
Matching complexity of application with impacts of the land transaction 
Charging fair rates and fees 
Explaining terms or conditions of land transaction 
Letting me know when to expect response 

Maintaining good communications 

Giving consideration to special situations 

Providing assistance when needed 


Making up-to-date information accessible 


Being able to obtain information and conduct transactions at local BLM offic 


0 2 a 6 8 10 
Leverage Index 
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Land Management Transaction Customers: Improvement Opportunities § 


Suggestions Made for Improving Processing. 
Land Transactions (N =16) 


Work closely with 
owners and users 


o, 

©, o, 

CK 
5% 


Efficient and timely 
transaction process 


Helpful employees; flexible 
and sensible procedures 
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Land Management Transaction Customers: Improvement Opportunities 


Service Delivery 


"Enforce rules for everyone consistently." 

Delivering consistent service 
Being flexible and creative in meeting users’ needs 
Maintaining good relationship with public 


Responding promptly to information requests 


Sufficient number of staff 
Simplify the process, 
eliminate steps. Give 
authority to those who are 
doing the work with the 
understanding that they will 
be accountable and expected 
to verify whatever is necessary 
to give their supervisor." 


Being available when I call 
Having knowledgeable employees 
Enthusiastic, friendly, cooperative employees 


Understanding agency's policies and regulations 


0 2 4 6 8 10 
Leverage Index 
(Minimum N=104) 76 
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Suggestions Made for Improving Service Delivery (N =15) 


Increase hours of 
operation, staff, funding 


Responsive, experienced 
personnel; empowered 
to make decisions 


Streamline process; cut red tape 


Sensitivity to owner's 
needs and circumstances 
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Land Mesa Transaction Customers: Improvement Signo oT 


"BLM is too readily intimidated by the 
mere possibility of action by 


Resource Management Practices yO 
environmental groups." 


Balancing conservation of environment with applicant's needs 


Balancing local and national priorities when interpreting laws and policies 


Balancing needs of multiple users 


Responding quickly to desired projects, proposals, and improvements 


Fostering cooperative working relationship with users 
"To value the 


natural integrity of 
the land and speak 
for it and safeguard 
it better so it will be 
healthy for future 
generations." 


Having reasonable maintenance requirements 
Providing helpful technical assistance 


Respecting Native American lands and cultural sites 


0 > 4 6 8 10 
Leverage Index 
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Land Management Transaction Customers: Improvement Opportunities 


Suggestions Made for Improving Resource 
Management Practices (11) 


Streamline the regulatory process; 
less bureaucracy 


Effective management 
of multiple uses 


Seek and follow through on 
input from owners and users 


Greater local control over decision making 
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Land Management Transaction Customers: Improvement Opportunities § 


Communicating with the Public "'Get out and identify, survey, and document the 


resources, but in every case get local opinion on 
how the site should be handled." 


Educating all people about land uses and resource management 
Including me in the land use planning process 

Acting on public input when appropriate 

Promoting BLM, its employees and mission 

Being open about the reasons for policy revisions 

Providing consistent and timely information 

Getting public input at the right point 


Making it easy for people to find out about proposed changes and public hearings 


Volunteering information to the public 


0 2 4 6 8 10 


Leverage Index 
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Land Management Transaction Customers: Improvement Opportunities 
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Suggestions Made for Improving Communicating 
with the Public (N =11) 


Seek and follow through on input 
from owners and users 


Closer communication with owners 
and users; honestly and openness 
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Right-of-Way Customers 


Right-of-Way Customers: Overview 3 


Focus Groups Were Conducted to Construct the 
Net Impression® Framework for Right-of-Way Customers 


¢ PCG moderators conducted focus groups in Reno, Nevada. 


¢ Forest Service moderators conducted focus groups in Coeur d'Alene, 
Idaho, and Santa Fe, New Mexico. 


¢ Use Authorization customer expectations formed the basis for 
questions contained in the questionnaire. 


¢ The Customer Service Lead Group reviewed and finalized the 
questionnaire items. 
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Right-of-Way Customers: Overview § 


Right-of-Way Grants Customer Scorecard 


Processing Grants 


* Being able to obtain 
grants at local BLM 
offices 

¢ Making up-to-date 
information accessible 

¢ Letting me know what to 
expect during the 
Siena ape process 

¢ Matching the complexity 
and expense of the 
app cedon with the 
likely impacts of the use 

¢ Letting me know when I 
can expect a response 

* Charging fair rates and 
fees 

¢ Processing annual my 
application in a timely 
manner 

¢ Maintaining good 
communications during 
the authorization process 

¢ Making it easy to 
temporary-use permits 
and right-of-way grants 
to other users 

¢ Giving consideration to 
special situations 

* Providing assistance 
when needed to complete 

aperwork 

¢ Explaining the terms and 
conditions of the grant 


Service Delivery 


¢ Having employees who 
are knowledgeable 
about my geographic 
area and its resources 

¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

¢ Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

* Delivering consistent 
service 

* Maintaining a good 
relationship with the 

ublic 

* Being flexible and 
creative in meeting 
users’ needs 

¢ Being available when I 
call 

* Responding promptly 
to information requests 
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Resource 
Management 


Practices 


¢ Fostering a cooperative 
working relationship 
with users 

¢ Having reasonable 
maintenance 
requirements 

¢ Providing helpful 
technical assistance to 
applicants and grantees 

° Resrancing quickly to 
publicly desired 
projects, proposals, and 
improvements 

¢ Balancing local and 
national priorities when 
interpreting laws and 

olicies 

¢ Balancing the needs of 
multiple users 

¢ Balancing conservation 
of the environment with 
applicants’ needs 

¢ Respecting Native 
American lands and 
cultural sites 


Rules, Regulations, 
and Policies 


e Having reasonable, 
logical rules and 
regulations 

¢ Having fair 
enforcement policies 

¢ Keeping public lands 
open for users when 
appropriate 

e Piscine fair and 
consistent policies for 
all applicants and 

rantees 

¢ Interpreting regulations 
consistently 

¢ Providing adequate 
protest and appeal 

olicies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 

information to the 
ublic 

¢ Providing consistent 
and timely information 
to the general public 

¢ Making it easy for 
people to find out about 
proposed changes and 

ublic hearings 

¢ Being open about the 
reasons for policy 
revisions 

* Getting public input at 
the right point in the 
process 

¢ Acting on public input 
when appropriate 

* Including me in the 
land use planning 
Ha are 

¢ Educating all people 
about land uses and 
resource management 

¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


¢ Communicating among 
departments within my 
local BLM office 

* Coordinating with 
other BLM offices 

¢ Coordinating with 
other state and federal 
agencies 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to local BLM 
offices 

¢ Empowering local 
employees to evaluate 
risks and to make 
decisions 

¢ Holding employees 
accountable 

* Making good use of 
resources and 
nese outside 

LM 


¢ Performing an 
appropriate level of 
eek of mates done 
y approved experts 
Rade BLM Z 
¢ Being progressive to 
meet current needs 


Right-of-Way Customers: Respondent Profile | 


174 Completed Questionaires Were Received from 
Right-of-Way Customers 
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Two to Four 


Five to Ten 


Over Ten 


Total 


Right-of-Way Customers: Customer Satisfaction Ratings 


Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 
rating: 5.0 


Processing Service Delivery Resource Rules, Communicating Internal 
Right-of-Way Management Regulations, with the Public Management 
Grants Practices and Policies Practices 
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Right-of-Way Customers: Customer Satisfaction Ratings | 


Customer Satisfaction Ratings 


¢ Segmentation Analysis shows what factors drive customer satisfaction and helps 
explain why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, taking the 
other factors into account. 


¢ Analysis was performed on the overall customer satisfaction with the BLM's 
handling of right-of-way grants and on the overall satisfaction for each of the six 
service arenas. Three factors were included: the state in which the most frequently 
contacted BLM site was located, the number of Right-of-Way grants obtained 
within the past two years, and the number of people involved in the grantees 
company or organization. 


¢ Only statistically significant effects are shown. 


A 


Indicates that the factor has a negative 
net effect on ratings 


Indicates that the factor has a positive net 
effect on ratings 


B 


-0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4 
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pani Customers: Customer Satisfaction senenes 
Significant Differences i in Overall Giicemriiee Saetaction Ratings 
Number of Right-of-Way Grants 
Obtained from BLM in Past Two Years 


One (N=22) 


Two to Four (N=30) 


Five to Ten (N=43) 


Over Ten (N=39) 
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Significant Differences in Processing Grants Ratings 


Number of Right-of-Way Grants 
Obtained from BLM in Past Two Years 


AK (N=8) 


Five to Ten (N=44) 
NV (N=9) 


One (N=23) 


Two to Four (N=35) 


Other (N=60)| - Over Ten (N=43) 
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Right-of-Way Customers: Customer Satisfaction Ratings 
Significant Differences in Service Delivery Ratings 


Number of Right-of-Way Grants 
Obtained from BLM in Past Two Years 


One (N=24) 


Two to Four (N=34) 


Five to Ten (N=45) 


Over Ten (N=44) 


-| -0.5 0 0.5 


rs y i sli Rete sub aii ag aN Se ee ee 
Bae a SE Oe eee oe] 


PCG Pacific Consulting Group 7 92 


Way Customers: Customer Satisfaction Ratings § 
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Significant Differences in Resource Management Practices Ratings 


Number of Right-of-Way Grants 
Obtained from BLM in Past Two Years 


One (N=22) 


Two to Four (N=32) 


Five to Ten (N=44) 


Over Ten (N=43) 


-] -0.5 0 0.5 I 
Mean = 5.17 
N= 141 
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Right-of-Way Customers: Customer Satisfaction Ratings 
Significant Differences in Communicating with the Public Ratings 
Number of Right-of-Way Grants 


Obtained from BLM in Past Two Years 


One (N=21) 
Two to Four (N=33) 


Five to Ten (N=44) 


Over Ten (N=44) 


-1 -0.5 
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Right-of-Way Customers: Customer Satisfaction Ratings 


Significant Differences in Internal Management Practices Ratings 


Number of Right-of-Way Grants Obtained 
from BLM in Past Two Years 


One (N=19) 
Two to Four (N=30) 


Five to Ten (N=44) 


Over Ten (N=40) 
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Right-of-Way Customers: Improvement Opportunities § 


Customer Satisfaction Arena Leverage 


Internal Management Practices 
Rules, Regulations, and Policies 
Communicating with the Public 
Resource Management Practices 


Processing Right-of-Way Grants 


Service Delivery 


0 2 + 6 8 10 


Leverage Index 
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Right-of-Way Customers: Improvement Opportunities | 


Suggestions Made for Improving Overall Customer 
Satisfaction (N = 45) 


Helpful employees; provide 
consistent information 


Work closely with 
Owners and users 


Greater local control over 
decision-making , 


Efficient and timely 
Effective management of application process 


multiple uses 


©, @,@ 
O60", 


eo” ere Legees, £0) om a ae 


Streamline and rewrite Stee fay 


rules to improve flexibility oe 
and efficiency ey, 


Increase staff and funding 
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Right-of-Way Customers: Improvement Opportunities § 


Internal Management Practices 


"Shorten the line of authority within 
the district office." 


Being progressive to meet current needs 

Holding employes accountable 

Review studies done by experts outside BLM 

Communicating among departments 

Empowering local employees 

Coordinating with other state and federal agencies 

Effective communication and coordination between Washington and field 
Making good use of professionals and resources outside BLM 
Coordinating with other BLM offices 


Delegating sufficient authority to local offices 


0 2 + 6 8 10 


Leverage Index 
(Minimum N=137) 
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Right-of-Way Customers: Improvement Opportunities 


Suggestions Made for Improving Internal 
Management Practices (N = 20) 


Improve communication 


: Greater local control over 
with owners and users 


decision making 


Ensure consistent 
enforcement of 
BLM policy 


R55 
KK 


Improve coordination between 
BLM Offices and employees 
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Right-of-Way Customers: Improvement Opportunities 


Rules, Regulations, and Policies 


"The entire process needs to be 
streamlined. Three-fourths of the 
regulations should be thrown out." 


Having reasonable, logical rules and regulations 
Interpreting regulations consistently 
Having fair enforcement policies 


Ensuring fair and consistent policies 


"It seems that the 
practices vary on who the 
user is. More consistency 
with users." 


Providing adequate protest and appeal policies 


Keeping public lands open for users when appropriate 


0 e 4 6 8 10 


Leverage Index 
(Minimum N=148) 
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Right-of-Way Customers: Improvement Opportunities § 


Suggestions Made for Improving the Rules, Regulations, and 
Policies (N = 26) 


Greater local control over 
decision-making 


Improve 
communication with 
Owners and users 


Enforce rules consistently 
and efficiently 


- 
€,.¢,%.%.0. 4.4% 
Yr © RRH SN 
Effective management eb Fe, 2 


Streamline or rewrite rules 
to improve flexibility and 
efficiency 
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Right-of-Way Customers: Improvement Opportunities § 


“Public input is received, but not often acted upon. The 


Communicating with the Public general public has logical ideas, but it never seems to be 


put in place; BLM's ideas are always first.” 


Including me in the land use planning process 

Acting on public input when appropriate 

Being open about the reasons for policy revisions 

Educating all people about land uses and resource management 

Making it easy for people to find out about proposed changes and public hearings 
Getting public input at the right point 

Promoting BLM, its employees and mission 


“BLM never volunteers 


information or policy Providing consistent and timely information 
changes. If you don't happen 


WEL it in the Federal Volunteering information to the public 
Register, you'll never know.” 


0 2 4 6 8 10 
Leverage Index 
(Minimum N=149) 
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Right-of-Way Customers: Improvement Opportunities 


Suggestions Made for Improving Communicating 
with the Public (N =14) 


Seek and follow through 
on input form owners 
and users 


Communicate honestly and 


Efficient openly with the public 


management of 
multiple uses 


Educate users about BLM 
regulation; provide accurate 
information 
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Right-of-Way Customers: Improvement Opportunities 


Resource Management Practices Eiichi APE SoRe 


overprotected to the detriment 
of legitimate uses." 
Balancing local and national priorities when interpreting laws and policies 
Balancing conservation of environment with applicant's needs 
Balancing needs of multiple users 
Responding quickly to desired projects, proposals, and improvements 


Having reasonable maintenance requirements 


"While we Soh ee Providing helpful technical assistance 
that conservation is 

SO TANt, the Fostering cooperative working relationship with users 
hoops we're 


required to jump 
through border on 
ridiculous." 0 2 4 6 8 10 
Leverage Index 
(Minimum N=146) 
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Respecting Native American lands and cultural sites 


Right-of-Way Customers: Improvement Opportunities 


Suggestions Made for Improving Resource 
Management Practices (N=16) 


Streamline the regulatory process; 
less bureaucracy 


Effective management 
of multiple uses 


Improve communication 
with owners and users 


\ 


* 
SSS 
Wentctctet 


Consistent, sensible 
application of regulations 
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Right-of-Way Customers: Improvement Opportunities 


Processing Right-of-Way Grants “More ability to interpret and apply the rules and regulations on a 


case by case basis. ESA is too cumbersome and punitive escalating 
the economic feasability of a project." 


Matching complexity of application with impacts of the use 
Giving consideration to special situations 

Maintaining good communications 

Letting me know when to expect response 

Making up-to-date information accessible 

Being able to obtain grants at local BLM offices 

Letting me know what to expect during the application process 
Providing assistance when needed 

Making it easy to transfer permits and grants 

Explaining terms and conditions of the grant 

Processing my application in a timely manner 


Charging fair rates and fees 


"Consistent messages. Our contact at BLM tells me one 0 2 4 6 8 10 
thing and our field agent something else." Leverage Index 
(Minimum N=147) 
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Right-of-Way Customers: Improvement Opportunities 


Suggestions Made for Improving Processing Grants (N=36) 


Helpful employees; flexible 
and sensible procedures 


adecctecetessseessecssceees 


Increase staff, funding 


: 
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Ci Efficient and 
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Right-of-Way Customers: Improvement Opportunities § 


Service Delivery 


Being flexible and creative in meeting users' needs 


Delivering consistent service 


Responding promptly to information requests 
Being available when I call 

Sufficient number of staff 

Maintaining good relationship with public 
Enthusiastic, friendly, cooperative employees 
Understanding agency's policies and regulations 
Having knowledgeable employees 


0 2 4 6 8 10 
Leverage Index 
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Right-of-Way Customers: Improvement Opportunities 


Suggestions Made for Improving Service Delivery (N=20) 


Improve communication with 
owners and users 


Responsive, 
experienced 
personnel 


Efficient and timely 
application process 


Consistent, sensible 
application of 
regulations 


Increase hours of 
operation, staff, 
funding 
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Oil and Gas Lease Customers 


Oil and Gas Lease Customers: Overview & 


Focus Groups Were Conducted to Construct the 
Net Impression® Framework for Oil and Gas Lease Customers 


¢e PCG moderators conducted focus groups in Reno, Nevada. 


¢ Forest Service moderators conducted focus groups in Coeur d'Alene, 
Idaho and Santa Fe, New Mexico. | 


¢ Use Authorization customer expectations formed the basis for 
questions contained in the questionnaire. 


e The survey questionnaire was reviewed and the items finalized by 
the Customer Service Lead Group. It was then pretested at field 
offices. 
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Oil and Gas Lease Customers: Overview 


Oil and Gas Lease Customer Scorecard 


Processing Leases 
and Authorizations 


* Being able to obtain 
leases and authorizations 
at local BLM offices 

¢ Making up-to-date 
information accessible 

¢ Letting me know what to 
expect during the leasing 

rocess 

¢ Matching the complexity 
and expense of the 
leasing process with the 
likely impacts of the use 

¢ Letting me know when I 
can expect a response 

¢ Charging fair rates and 
fees 

¢ Processing my lease ina 
timely manner 

¢ Maintaining good 
communications during 
the leasing and approval 

rocess 

¢ Making it easy to 
transfer leases and 
authorizations to other 
users 

¢ Giving consideration to 
special situations 

¢ Providing assistance 
when needed to complete 

aperwork 

¢ Explaining the terms and 
conditions of the lease or 
authorization 


ee eee 
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Service Delivery 


¢ Having employees who 
are knowledgeable 
about my geographic 
area and its resources 

¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

¢ Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

¢ Delivering consistent 
service 

¢ Maintaining a good 
relationship with the 

ublic 

* Being flexible and 
creative in meeting 
users’ needs 

¢ Being available when I 
call 

¢ Responding promptly 
to information requests 


mA 


4 


Resource 
Management 
Practices 


¢ Fostering a cooperative 
working relationship 
with operators and 
lessees 

* Having reasonable 
maintenance 
requirements 

* Providing helpful 
technical assistance to 
operators and lessees 

e se ed he quickly to 
publicly desired 
projects, proposals, and 
improvements 

¢ Balancing local and 
national priorities when 
interpreting laws and 

olicies 

¢ Balancing the needs of 
multiple users 

¢ Balancing conservation 
of the environment with 
applicants’ needs 

¢ Respecting Native 
American lands and 
cultural sites 


Rules, Regulations, 
and Policies 


¢ Having reasonable, 
logical rules and 
regulations 

¢ Having fair 
enforcement policies 

¢ Keeping public lands 
open for users when 
appropriate 

¢ Ensuring fair and 
consistent policies for 
all operators and lessees 

* Interpreting regulations 
consistently 

¢ Providing adequate 
protest and appeal 
policies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 
information to the 
ublic 
° rue consistent 
and timely information 
to the general public 
¢ Making it easy for 
people to find out about 
proposed changes and 
ublic hearings 
¢ Being open about the 
reasons for policy 
revisions 
° ee public input at 
the right point in the 
process 
¢ Acting on public input 
when appropriate 
¢ Including me in the 
land use planning 
rocess 
¢ Educating all people 
about land uses and 
resource management 
¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


¢ Communicating among 
departments within my 
local BLM office 

* Coordinating with 
other BLM offices 

* Coordinating with 
other state and federal 
agencies 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to local BLM 
offices 

¢ Empowering local 
employees to evaluate 
risks and to make 
decisions 

¢ Holding employees 
accountable 

¢ Making good use of 
resources and 
Bele Ne outside 

LM 


¢ Performing an 
appropriate level of 
review of studies done 
by approved experts 
outside BLM 

¢ Being progressive to 
meet current needs 
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Oil and Gas Lease Customers: Respondent Profile 


135 Completed Questionnaires Were Received from 


Oil and Gas Lease Customers]! Number of Oil and Gas tite 


Leases Currently Held 
wil 
13 


of Annua CS : 
Other 36 27.6% 
(Unassigned) 
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Oil and Gas Lease Customers: Customer Satisfaction Rating 


Bees st Ua rb Gas 
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Mean Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 
rating: 4.0 


Processing Oil Service Delivery Resource Rules,Regulations Communicating Internal 
and Gas Leases Management and Policies with the Public Management 
Practices Practices 
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Oil and Gas Lease Customers: Customer Satisfaction Ratings § 


Segmentation Analysis Is Used to Help Understand Differences 
in Customer Satisfaction Ratings 


¢ ANOVA shows what factors drive customer satisfaction and helps explain why 
differences exist. 

¢ The bars on the charts that follow show the net effect of each factor, taking the other 
factors into account. 

¢ Analysis was performed on overall customer satisfaction with BLM's handling of oil 
and gas leases and on the overall satisfaction for each of the six service arenas. Three 
factors were included: the state in which the most frequently contacted BLM site was 
located, the number of oil and gas leases currently held with BLM, and size of the 
customer's company in terms of annual sales. 

¢ Due in part to the small sample size of 135 cases, ANOVA showed no statistically 
significant differences between the three groups. 


Indicates that the factor has a positive net 


Indicates that the factor has a negative 
effect on employee motivation 


net effect on employee motivation 
B 


-0:4>-0,3"-0:2--O81= 0 20:15 10.2 0,3 074 
- Deviation from Mean Score + Deviation from 
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Oil and Gas Lease Customers: Improvement Opportunities § 


Customer Satisfaction Arena Leverage 


“It varies from office 
to office. Some 
offices understand 
the time and cost of 
Oil and Gas 
exploration and 
balance that with 
environmental 
concerns. Some 
offices have no 
practical approach to 
the Mineral business 
and look to put up 
barriers instead of 
reaching a 
reasonable middle 
ground.”’ 


Internal Management Practices 


Rules, Regulations, and Policies 


Resource Management Practices 


Communicating with the Public 


Processing Oil and Gas Leases 


Service Delivery 


‘Have one office in charge and make it 


accountable for timely work. Some of my leases 0) 2 4 6 8 10 
have taken over a year to reach nomination only. 

Do away with Forest Service involvement during Leverage Index 

the leasing process.”’ (Minimum N=98) 
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Oil and Gas Lease Customers: Improvement Opportunities : 


Suggestions Made for Improving Overall 
Customer Satisfaction (N = 49) 


Streamline bureaucracy 


t 


Increase local control of resources 
Efficient and timely leasing 


process: less paperwork, faster 


Enforce rules effectively, response time 


consistently and fairly 


Improve internal and 
external communications 


Provide adequate 


Effecti numbers of 
AA aad or knowledgeable, helpful 
multiple use staff: empowered, 
: accountable 
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Oil and Gas Lease Customers: Improvement Opportunities § 


Internal Management Practices 


Making good use of professionals and resources outside BLM 

Effective communication and coordination between Washington and field 
Delegating sufficient authority to local offices 

Empowering local employees 

Review studies done by approved experts outside BLM 

Holding employes accountable 

Coordinating with other BLM offices 

Being progressive to meet current needs 

Coordinating with other state and federal agencies 


Communicating among departments 


‘‘The inconsistency from federal to 0 2 + 6 8 10 
state to district and between personnel Leverage Index 
makes working with the BLM a true Cnt 

(Minimum N=92) 


test of patience and perseverance."' 


PCG Pacific Consulting Group 4 120 


Seis bie! Fe Sa ea aS yd eee EE SK Pet aid 


Oil and Gas Lease Customers: Improvement Opportunities 


Suggestions Made for Improving Internal 
Management Practices (N = 15) 


Provide adequate numbers of 
knowledgeable, helpful staff; 
empowered 


Streamline rules and regulations: 
implement relevant, sensible, 
fair rules 


Run agency more efficiently 


Coordinate/collaborate with 
other agencies 
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Oil and Gas Lease Customers: Improvement Opportunities 


- ak “‘Have a little flexibility! Remember we are all 
Rules, Regulations, and Policies working together and BLM actions greatly affect 
operators both economically with delays and red 
tape in certain things. Admit your mistakes and 
remember that we all make them.’’ 


‘Too much intrusion into private 
operators and leases. Rules and 
Regulations are outmoded.”’ 


Having reasonable, logical rules and regulations 


Having fair enforcement policies 
Ensuring fair and consistent policies 


Keeping public lands open for users when appropriate 


Interpreting regulations consistently 


Providing adequate protest and appeal policies 


“Although the BLM office is supposed to be using the 0 2 4 6 8 10 
same set of regulations, no two offices answer the same Leverage Index 
way concerning most procedures. More often than not, (Minimum N=114) 


if you proceed the way one office has instructed, if 
you're in another district, it will be wrong.”’ 
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Oil and Gas Lease Customers: Improvement Opportunities f 


Suggestions Made for Improving the Rules, Regulations, 
and Policies (N = 21) 


Provide adequate numbers 
of knowledgeable, helpful 
staff who are empowered 


Streamline rules and regulations: 
implement relevant, sensible, fair 
rules 


Effective 
management of 
multiple uses 


Enforce rules effectively, 
consistently and fairly 
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Oil and Gas Lease Customers: Improvement Opportunities 


Resource Management Practices 


**I believe the BLM goes out of their way to inhibit Oil and Gas production and 
exploration. At the expense of $15,000 a tank has to be repainted from one approved 
color (tan) to another approved color (tan/sagebrush) to match the surroundings better?”’ 


Balancing local and national priorities when interpreting laws and policies 


Having reasonable maintenance requirements 


Balancing conservation of environment with applicant's needs 
Providing helpful technical assistance 

Balancing needs of multiple users 

Responding quickly to desired projects, proposals, and improvements 
Fostering cooperative working relationship with users 


Respecting Native American lands and cultural sites 


0 2 + 6 8 10 


Leverage Index 
(Minimum N=107) 
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Oil and Gas Lease Customers: Improvement Opportunities 


Suggestions Made for Improving Resource Management 
Practices (N = 18) 


Improve communications 
with public 


i? 


wr, 


Provide adequate numbers of 
knowledgeable, helpful staff; 
empowered, accountable 


e 


OOOO Oe: 
S25 


wr 


wr, 


eS 
ne 
Run agency 
diiis Oo0000000o0000000, 
efficiently NO0000000o000009 


Increase hours of 
operation, staff, 
funding 
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Oil and Gas Lease Customers: Improvement Opportunities § 


Communicating with the Public 


Educating all people about land uses and resource management 
Getting public input at the right point 


Being open about the reasons for policy revisions 


““BLM has lots of 
meetings with good 
public input... then 
forms programs 
tailored to their Promoting BLM, its employees and mission 
own intenal 

whims. ”’ Volunteering information to the public 


Including me in the land use planning process 


Acting on public input when appropriate 


**Establish a customer 
relations specialist in each 
office to handle inquiries 
that merit special 


Providing consistent and timely information ‘aig 
attention. 


Making it easy for people to find out about 
proposed changes and public hearings 
0 2 4 6 8 10 


Leverage Index 
(Minimum N=114) 
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Oil and Gas Lease Customers: Improvement Opportunities 


Suggestions Made for Improving Communicating with 
the Public (N = 15) 


Effective management 


of multiple uses Seek out and act upon public input 


where appropriate; be informed about 


NnooagdgdagaaaaaaDa 
goonoono0ogogog oO ooo 000 
Oooogogoog oo oo 000 
gooogogogog og oa ag 

s 


Provide easier public 
access to information 
resources 


Provide adequate numbers of 
knowledgeable, helpful staff; 
empowered, accountable 
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Oil and Gas Lease Customers: Improvement Opportunities § 


Processing Permits and Authorizations 


“‘The leases requested by permittees should have priority to the next sale. 
If you have to wait I year to 18 months for a lease to come to auction you 
“Be service oriented and more helpful. may loose other leases prior to the date and have to wait again. This 
Better trained personnel.”’ makes putting a prospect together involving Federal acreage almost 
impossible. " 


Matching complexity of leasing process with impacts of the use 
Maintaining good communications 

Letting me know when to expect response 

Making it easy to transfer leases and authorizations 

Giving consideration to special situations 

Explaining terms or conditions of the lease or authorization 
Processing my lease in a timely manner 


Being able to obtain leases and authorizations at local BLM offices 


Making up-to-date information accessible n ; 
Transfers and assignments 


need to be approved more 
timely. Takes too long 
presently.”’ 


Letting me know what to expect during the leasing process 
Providing assistance when needed 
Charging fair rates and fees 


0 ¥ 4 6 8 10 
Leverage Index 


PCG Pacific Consulting Group ; (Minimum N=113) 128 


enna 


Oil and Gas Lease Customers: Improvement Opportunities 


Suggestions Made for Improving Processing Permits and 
Authorizations (N = 35) 


Increase hours of 
operation, staff, funding 


Improve communications 


Implement fair, consistent policies 


Provide adequate numbers of 
knowledgeable, helpful staff; 
empowered, accountable 


Efficient and timely leasing 
process: less paperwork, faster 
response/turnaround time 
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Oil and Gas Lease Customers: Improvement Opportunities 


“Spend less energy on inconsequential details. Give local 


Service Delivery 3 , : 
level employees authority to adjust requirements when 
‘‘Maintain a staff that is large enough to get things reasonable, without making leasee or employee jump 
through a mountain of red tape to cause an adjustment.”? 


done. The backlog can literally take years.’’ 
ee SS Se SS a a ee ee 


Being flexible and creative in meeting users' needs 


Responding promptly to information requests 
; Ben ; “Adopt a 
Understanding agency's policies and regulations multiple use 
. . . . . . . 7 aed 
Maintaining good relationship with public attitude. 
Delivering consistent service 


Being available when I call 
‘‘Staff the offices in critical 


areas, i.e. approving 
assignments, keeping records on 


computer current.’’ 


Having knowledgeable employees 


Enthusiastic, friendly, cooperative employees 
Sufficient number of staff 


0 2 4 6 8 10 
“Better trained personnel, who will follow OME age Index 
through on promised information. ’’ (Minimum N=122) 
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Oil and Gas Lease Customers: Improvement Opportunities ; 
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Improve communications 
with public 


Provide adequate numbers of 
knowledgeable, helpful staff; 
empowered, accountable 


Run agency more 
efficiently 


Increase hours of 
operation, staff, funding 
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Mining Claim Recordation Customers 


Mining Claim Recordation Customers: Overview | 


Focus Groups Were Conducted to Construct the Net Impression® 
Framework for Mining Claim Recordation Claimants 


¢ PCG moderators conducted focus groups in Reno, Nevada. 

¢ Forest Service moderators conducted focus groups in Coeur 
J'Alene, Idaho, and Santa Fe, New Mexico. 

¢ Use Authorization customer expectations formed the basis for 
questions contained in the questionnaire. 
The Customer Service lead group finalized the questionnaire items. 
The questionnaire was then pretested at field locations. 
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Mining Claim Recordation Customers: Overview & 


Complete Customer Scorecard for Mining Claim Recordation 


Recordation 
of Mining 
Claims 


¢ Making up-to-date 
information accessible 

¢ Letting me know what 
to expect during the 
filing and recording 
process 

¢ Letting me know when 
I can expect a response 

¢ Charging fair rates and 
fees 

¢ Processing my 
documents in a timely 
manner 

¢ Maintaining good 
communications 
during the filing and 
recording process 

¢ Giving consideration 
to special situations 

¢ Providing assistance 
when needed to 
complete paperwork 


B 


Service 
Delivery 


¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

¢ Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

* Delivering consistent 
service 

¢ Maintaining a good 
relationship with 
claimants 

¢ Being flexible and 
creative in meeting 
claimants’ needs 

¢ Being available when 
I call 

¢ Responding promptly 
to my information 
requests 
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Rules, 
Regulations, 


and Policies 


* Having reasonable, 
logical rules and 
regulations 

¢ Having fair 
enforcement policies 

¢ Keeping public lands 
open for users when 
appropriate 

¢ Ensuring fair and 
consistent policies for 
all users 

¢ Interpreting regulations 
consistently 

¢ Providing adequate 
protest and appeal 
policies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 
information to the 
public 

¢ Providing consistent 
and timely information 
to the general public 

¢ Making it easy for 
people to find out 
about proposed 
changes 

¢ Being open about the 
reasons for policy 
revisions 

¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


¢ Communicating 
among departments 
within the BLM office 
that are responsible for 
recording my 
documents 

* Coordinating with 
other BLM offices 

¢ Coordinating with 
other state and federal 
agencies 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to the BLM 
office responsible for 
recording my 
documents 

* Holding employees 
accountable 

¢ Making good use of 
resources and 
professionals in 
counties and in other 
federal agencies 

¢ Being progressive to 
meet current needs 
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Mining Claim Recordation Customers: Respondent Profile 


260 Completed Questionnaires Were Received 
from Mining Claim Recordation Customers 


State Customer Number of Minin laims Customer ba 


=e pes 
[rewe fe 
[aes [a 
owes 

ae 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings § 
Co em 


cc 


Arena and Overall Customer Satisfaction Ratings 


Overall mean 
satisfaction 
rating: 4.4 


Recordation of | Service Delivery Rules, Regulations, Communicating Internal 
Mining Claims and Policies with the Public Management 
Practices 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings 


Segmentation Analysis Is Used to Help Understand 
Differences in Customer Satisfaction Ratings 


¢ Segmentation Analysis shows what factors drive customer satisfaction and helps 
explain why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, taking the other 
factors into account. 

¢ Analysis was performed on overall customer satisfaction with BLM's handling of 
mining claim recordation, and on the overall satisfaction for each of the six service 
arenas. Three factors were included: the state in which the customer had the most 
contact with BLM, how many mining claims or mineral actions the customer had 
recorded within the past two years, and how many people were involved in the 
customer's mining claim. 

¢ Only statistically significant effects are shown. 


A 


Indicates that the factor has a 
negative net effect on ratings 


Indicates that the factor has a 
positive net effect on ratings 
B 


-0.4 -0.3:-0.2.-0.1, 0° 0,1-.0.2 0:3%0:4 


- Deviation from Mean Score + Deviation from 


Mean Mean 
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Mining Claim Recordation Custom Customer Satisfaction Ratings § 


es os Se oo 


Significant Differences in Overall Customer Satisfaction Ratings 


Number of Recorded Mining Claims 
During the Past Two Years 


One (N=54) 


Two to Four (N=63) 


Five to Ten (N=53) 


— 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings § 


Significant Differences in the Recordation 
of Mining Claims Ratings 


Number of Recorded Mining Claims 
During the Past Two Years 


iiestN=o 1) 
Two to Four (N=68) 
Five to Ten (N=53) 


Over Ten (N=71) 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings ff 
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Significant Differences in Service Delivery Ratings 


Number of Recorded Mining Claims 
During the Past Two Years 


One (N=56) 


Two to Four (N=68) 


Five to Ten (N=52) 


Over Ten (N=70) 


-| 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings | 


Significant Differences in Rules, Regulations, and Policy Ratings 


Number of Recorded Mining Number of People Involved 
Claims During the Past Two Years with a Mining Claim 


One (N=54) 


Two to Four (N=64) 


Five to Ten (N=49) 


Over Ten (N=66) 


-I -0.5 0) 0.5 


— 
i} 
— 
1 
i) 
iS ) 
= 
= 
Nn 
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Mean = 3.89 
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Significant Differences in Communicating with the Public Ratings 


Number of Recorded Mining Claims 
During the Past Two Years 


One (N=54) 


Two to Four (N=65) 


Five to Ten (N=49) 


Over Ten (N=68) 


-1 


—" 
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Mining Claim Recordation Customers: Customer Satisfaction Ratings § 
Significant Differences in Internal Management Practice Ratings 


Number of Recorded Mining 
Claims During the Past Two Years 


One (N=45) 
Two to Four (N=52) 


Five to Ten (N=43) 


Over Ten (N=61) 
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Mining Claim Recordation Customers: Improvement Opportunities 


Customer Satisfaction Arena Leverage 


Internal Management Practices 
Communicating with the Public 
Rules, Regulations, and Policies 


Recordation of Mining Claims 


Service Delivery 


0) 2 4 6 8 10 


Leverage Index 
(Minimum N=206) 
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Mining Claim Recordation Customers: Improvement Opportunities 


Suggestions Made for Improving Overall 
Customer Satisfaction (N=97) 


Coordinate with appropriate Increase agency/employee 
agencies ! accountability 


Provide courteous, 
knowledgeable, helpful staff 


fA Provide accurate, 
Sie. up-to-date information 
earraras and records 


Enforce regulations and 
policies effectively 


Increase local control, reduce 
bureaucracy 


Improve efficiency 


eer er he Ae se) ine 
"Ye bad Bia Pat iat ke 
ee. 16 ele set ve 
ein. Ser ese 
Cod ees a ad 


Improve communication 


with claimant 
Set reasonable, consistent 


fee/payment structures 
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Mining Claim Recordation Customers: Improvement Opportunities § 


Internal Management Practices «Lands can't be managed from offices. Get professionals 


into the field and talk to claimants and miners.”’ 


Being progressive to meet current needs 


Effective communication and coordination between Washington and the field 
Making good use of resources and professionals in counties and federal agencies 
Coordinating with other state and federal agencies 

Holding employees accountable 


Coordinating with other BLM offices 
“Listen to the customer! Let 


ie, offices resp shed woe Delegating sufficient authority to the BLM 
ge eoe TATE? 10 ocal office responsible for recording documents 
problems. Realize that most 

claimants are little guys, not Communicating among departments 


big rich corporations.”’ 


0 2 4 6 8 10 
Leverage Index 
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Mining Claim Recordation Customers: Improvement Opportunities 


Suggestions Made for Improving Internal 
Management Practices (N =30) 


Increase local control 
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Provide courteous, knowledgeable, 
helpful staff 
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Improve efficiency 
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Mining Claim Recordation Customers: Improvement Opportunities 


Communicating with the Public 


‘Make all information understandable to general public.’’ 


Being open about the reasons for policy revisions 
Making it easy for people to find out about proposed changes 


Promoting BLM, employees, and mission 


“Start treating people like 
valued customers instead of 
fools that need to be guided 
through the system.’’ 


Providing consistent and timely information 


Volunteering information to the public 


‘fAs always, big business controls. 
Small operators are consistently ruled 0 2 4 6 8 10 
against in any dispute.’’ Leverage Index 


(Minimum N=58) 
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Mining Claim Recordation Customers: Improvement Opportunities | 


Suggestions Made for Improving Communication 


with the Public (N =58) 


Visit claim area and claimants to 
gain first hand knowledge 


' 


Make effective decisions 


Provide courteous, knowledgeable, 
helpful staff 


Educate public 


S 
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Mining Claim Recordation Customers: Improvement Opportunities & 


3 
4 


Rules, Regulations, and Policies “A newsletter addressing policy and regulation 


changes would be extremely helpful.’’ 


Having reasonable, logical rules and regulations 


Having fair enforcement policies 


Providing adequate protest and appeal policies 


"Make all information 
understandable to general 
public. We are not all lawyers.’ 


Interpreting regulations consistently 


’ 


Ensuring fair and consistent policies for all users 


Keeping public lands open for users when appropriate 


‘Need to have booklets on regulations, rules and 0 2 4 6 8 10 


policies in local offices for public use.’’ 
Leverage Index 


Suggestions Made fon Taiprouiae Roles Retalntone. 
and Policies (N =68) 


Seek out and follow through on public input 


Collaborate with other industries 


a, 


Enforce rules fairly 
and consistently 


Increase local control 
(reduce bureaucracy) 


Implement fair, sensible rules foe 


ARES. Educate public 


Manage multiple (ves 
use effectively Cee ear teen 


Reduce regulatory burden 
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Mining Claim Recordation Customers: Improvement Opportunities § 


Recordation of Mining Claims “You are charging way too much to record claims. I'm 


a small business trying to hold on to my claims.”’ 
Letting me know when I can expect a response 


Making up-to-date information accessible 


Letting me know what to expect during to filing 
and recording process 


Charging fair rates and fees 


Maintaining good communications 


‘Return the jurisdiction of 
mining claims and recordation 
to state and county 
governments. The BLM doesn't 
need to be in the mining claim 
record business.’”” 


Giving consideration to special situations 
Processing my documents in a timely manner 


Providing assistance when needed to complete paperwork 


: : : 4 6 8 10 
“‘When I was in your office, I received every consideration, any questions 


asked were answered promptly and every one helped in every way.’’ Leverage Index 


Mining Claim Recordation Customers: Improvement Opportunities 


Suggestions Made for Improving Recordation 
of Mining Claims Customers (N =81) 


Increase local control 


Update technological 7 
resources 


° SS 
0-6-0. 0 -6.0 6.6.0 6.@N 
0.66.66 6666+ 

stateteteteteterereren 


Coordinate with other BLM 
and outside agencies 


Provide accurate, 
up-to-date information and 
records 


Improve efficiency 


Set reasonable and 
consistent fee structure 
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Mining Claim Recordation Customers: Improvement Opportunities § 


Service Delivery 


Being flexible and creative 

Delivering consistent service 

Maintaining a good relationship with claimants 
Understanding the agency's policies and regulations 
Being available when I call 


Enthusiastic, friendly, cooperative attitude 


Responding promptly to my information requests 


Employing sufficient number of staff 


4 6 
Leverage Index 
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Suggestions Made for Improving Service Delivery (N =39) 


Improve efficiency 


Provide courteous, knowledgeable, 
helpful staff 


Provide sufficient 
staff and funding 


Create simple and 
consistent rules 
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Grazing Permit and Lease Customers 


Grazing Permit and Lease Customers: Overview 


Focus Groups Were Conducted to Coneiniet the Net Impression® 
Framework for Grazing Permittees 


¢ PCG moderators conducted focus groups in Reno, Nevada. 


¢ Forest Service moderators conducted focus groups in Coeur d'Alene, 
Idaho, and Santa Fe, New Mexico. 


¢ Use Authorization customer expectations formed the basis for 
questions contained in the questionnaire. 


¢ The questionnaire items were finalized by the Customer Service lead 
group and it was pretested at field locations. 
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Grazing Permit and Lease Customers: Overview § 


Grazing Permit and Lease Customer Scorecard 


Processing Permits 
and Authorizations 


* Being able to obtain 
ermits and leases at 
ocal BLM offices 

¢ Making up-to-date 

information accessible 

¢ Letting me know what to 

expect during the 
ae a process 

¢ Matching the complexity 

and expense of the 
application with the 
likely impacts of the use 

¢ Letting me know when I 

can expect a response 

¢ Charging fair rates and 

fees 

¢ Processing annual 

grazing applications ina 
timely manner 

¢ Maintaining good 

communications during 
the permit process 

¢ Making it easy to 

transfer leases, permits, 
and authorizations to 
other users 

¢ Giving consideration to 

special situations 

¢ Providing assistance 

when needed to complete 
aperwork 

¢ Explaining the terms and 

conditions of the permit 
or lease 


Service Delivery 


¢ Having employees who 
are knowledgeable 
about my geographic 
area and its resources 

¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

¢ Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

¢ Delivering consistent 
service 

¢ Maintaining a good 
relationship with the 

ublic 

* Being flexible and 
creative in meeting 
users’ needs 

* Being available when I 
call 

* Responding promptly 
to information requests 
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Resource 
Management 


Practices 


¢ Fostering a cooperative 
working relationship 
with users 
¢ Having reasonable 
maintenance 
requirements 
¢ Providing helpful 
technical assistance to 
applicants and 
ermittees 
exPanGIEE quickly to 
publicly desired 
projects, proposals, and 
improvements 
¢ Balancing local and 
national priorities when 
interpreting laws and 
olicies 
¢ Balancing the needs of 
multiple users 
¢ Balancing conservation 
of the environment with 
applicants’ needs 
¢ Respecting Native 
American lands and 
cultural sites 


Rules, Regulations, 
and Policies 


¢ Having reasonable, 
logical rules and 
regulations 

¢ Having fair 
enforcement policies 

* Keeping public lands 
open for users when 
appropriate 

° Pneunie fair and 
consistent policies for 
all applicants and 

ermittees 

¢ Interpreting regulations 
consistently 

¢ Providing adequate 
protest and appeal 
policies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 

information to the 
ublic 

° rare consistent 
and timely information 
to the general public 

¢ Making it easy for 
people to find out about 
ees A changes and 

ublic hearings 

¢ Being open about the 
reasons for policy 
revisions 

* Getting public input at 
the right point in the 
process 

¢ Acting on public input 
when appropriate 

¢ Including me in the 
land-use planning 
Process 

¢ Educating all people 
about land uses and 
resource management 

¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


* Communicating among 
departments within my 
local BLM office 

¢ Coordinating with other 
BLM offices 

* Coordinating with other 
state and federal 


Spence 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to local BLM 
offices 

¢ Empowering local 
employees to evaluate 
risks and to make 
decisions 

¢ Holding employees 
accountable 

¢ Making good use of 
resources and 
ee outside 

LM 


¢ Performing an 
appropriate level of 
fae of pee done 
y approved experts 
RAE BLM : 
¢ Being progressive to 
meet current needs 
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Grazing Permit and Lease Customers: Respondent Profile 


357 Completed Questionnaires Were Received From 
Grazing Permit and Lease Customers 


PCG Pacific Consulting Group 


Acres of Federal Land 


Held through Leases or 
ermits ; 


Number of Grazin = : : 


Held from BLM || 
a oe 


Customers 


- Customers} Percent 
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Mean Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 
rating: 5.1 


Processing Service Resource Rules, Communicating Internal 
Permits and Delivery Management Regulations, with the Public | Management 
Authorizations Practices and Policies Practices 
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Grazing Permit and Lease Customers: Customer Satisfaction Ratings 


Segmentation Analysis Is Used to Help Understand Differences 


in Customer Satisfaction 


¢ ANOVA shows what factors drive customer satisfaction and helps explain why 
differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, taking the other 
factors into account. 

e Analysis was performed on the overall customer satisfaction with BLM's handling of 
grazing permits and leases and on the overall satisfaction for each of the six service 
arenas. Three factors were included: state, acres of federal land held, and number of 
grazing allotments. 


¢ The Resource Management Practices and the Rules, Regulations, and Policies arenas 
show no significant differences between the given factors. 


¢ Only statistically significant effects are shown. 


Indicates that the factor has a 


Indicates that the factor has a positive 
negative net effect on ratings 


net effect on ratings 
B 


-0.4 -0.3 -0.2 -0.1 0 0.1 0.2 0.3 0.4 


PCG Pacific Consulting Group ge Deviation from Mean Score _ + Deviation from VT 
ITT Mean Mean 
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Significant Differences in ‘Overall Satisfaction Ratings 


State 


ID (N= 65) 
MT (N= 52) 
NM (N=83) 
WY (N= 59) 


Other (20) 


Grazing Permit and Lease Customers: Customer Satisfaction Ratings § 


Significant Differences in Processing Permits and 
Authorization Ratings 


Total Acres 
ID (N=65) i 
< 
N=(217) 
MT (N=54) 
NM (N=87) aaa 


WY (N=57) 


Other (N=22) 
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Grazing Permit and Lease Customers: Customer Satisfaction Ratings | 


—. 


Le _ 


Significant Differences in Service Delivery Ratings 


N 
an 
pee) 
= 
oO 


ID (N=64) 


MT (N=52) 


NM (N=84) 


WY (N=57) 


Other (N=21) 


-] -0.5 0 0.5 


— 


Mean = 5.17 


PCG Pacific Consulting Group m N = 278 
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Grazing Permit and Lease Customers: Customer Satisfaction Ratings § 
——— | 


Significant Differences in Communicating with the Public Ratings 


State 


ID (N=60) 


MT (N=49) 


NM (N=77) 


WY (N=53) 


Other (N=18) 


5 a ar ain Pec ro ew) LE a cipal > ied ba 
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Significant Differences i in inteoial Noe entent Practices Ratings 


State 


ID (N=51) 


MT (N=46) 


NM (N=68) 


WY (N=40) 


Other (N=17) 


SAE ead PG Rag a gS l Pes 
Mean = 4.54 
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Grazing Permit and Lease Customers: Improvement Opportunities 7 


Customer Satisfaction Arena Leverage 


Internal Management Practices 


Rules, Regulations, and Policies 


BLM Library 
Denver Federal Center 
~ Bldg. 85, OC-521 

P.O. Box 25047 
Denver, CO 30225 


Resource Management Practices 


Communicating with the Public 


Service Delivery 


Processing Permits and Authorizations 


0 iz 4 6 8 10 


Leverage Index 
(Minimum N = 254) 
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Grazing Permit and Lease Customers: Improvement Opportunities § 


Suggestions Made for Improving Overall 
Customer Satisfaction (N=92) 


Implement strict policy enforcement 


Keep permittees informed 
PP More local management 


and decision making 


Las 
AX 
‘es 
‘ 
‘es 
‘ 
‘es 
S05 
50006, 
2525 
52525 
‘e 
°s 
°S 
‘ 
‘ 
on 
x? 


ee 
oe 


aretarerareren 
Bee °S ‘e 
RX 


Implement fair fee policies 


Make management more efficient 
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Grazing Permit and Lease Customers: Improvement Opportunities § 


“Allow supervisors to demand 


Internal Management Practices nerformunte Trontenoleyeee ame 


private business.’’ 


Holding employees accountable 

Being progressive to meet current needs 

Delegating sufficient authority to local offices | 

Effective communication and coordination between Washington and field 
Empowering local employees 

Coordinating with other state and federal agencies 

Making good use of professionals and resources outside BLM 


Review studies done by experts outside BLM 


“More empowering 


Coordinating with other BLM offices 
of local employees.” 


Communicating among departments 


“BLM needs to work with local government. 


Washington knows nothing about the area.” 0 2 4 6 8 10 


Leverage Index 
(Minimum N= 216) 
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Grazing Permit and Lease Customers: Improvement Opportunities | 


Suggestions Made for Improving Internal 
Management Practices (N =30) 


Seek and follow through on public input 


Balance influences on 
managing resources 


oe .6° Serene 


Better education of the public eee : oe we “3 


oS 
S54 
£52505 


Run agency more 
efficiently; eliminate waste 


PCG Pacific Consulting Group 4 
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Grazing Permit and Lease Customers: Improvement Opportunities 


“Implement a strict policy to enforce BLM 
regulations and methods to determine users 
who exceed livestock permits to balance the 
use of the land.” 


Rules, Regulations, and Policies 


Providing adequate protest and appeal policies 
Having reasonable, logical rules and regulations 


Having fair enforcement policies 


“Require users to conform 
to all BLM regulations and 
hold them accountable 
when the regulations are 
abused.’’ 


Interpreting regulations consistently 
Ensuring fair and consistent policies 


Keeping public lands open for users when appropriate 


0 2 4 6 8 10 
Leverage Index 
(Minimum N=287) 


“Too many rules and regulations, simplify.” ¢; ee ; 
Support users who maintain and improve multiople 


use land, and restrict those who abuse it.’’ 
PCG Pacific Consulting Group = 174 


eS ate SN re ei rs a ee eyed 


Suggestions Made for Improving the Rules, Regulations, 
and Policies (N =41) 


Inform users of all their rights 


Simplify and unify 
the rules and regulations 


Improve enforcement 
of rules and regulations 


5052525 


OPOY? 


O 


« 


Change certain rules and regulations 


Balance management of land Ae 
between BLM and user 


Solicit input form users; follow through 
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Grazing Permit and Lease Customers: Improvement Opportunities § 


i 


Resource Management Practices “National priorities are first,. everyone 


else’s concerns are last.” 


Balancing local and national priorities when 
interpreting laws and policies 


Balancing needs of multiple users 


Responding quickly to desired projects, 
proposals, and improvements 


Balancing conservation of environment with applicants needs 


‘“Amend federal acts to 
allow money from each 
permitee’s fees to stay 
with the allotment for a 
specified time in order 
to improve water 
control.” 


Fostering cooperative working relationship with users 
Having reasonable maintenance requirements 
Providing helpful technical assistance 


Respecting Native American lands and cultural sites 


‘“Make it easier and quicker to get 0 2 4 6 8 10 


. : . 99 
authority for improvement projects. Leverage Index 


Minimum N=2 
PCG Pacific Consulting Group " (Minimum N 81) er. 
4 


& ‘ ‘i . eee rece 
OR a Ee 


eae, 


Practices (N =48) 


More funds for land 
improvement 


Balance influences on 
managing resources 


Improve management of 
multi-user land 


Consider needs of local permittees 
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Grazing Permit and Lease Customers: Improvement Opportunities 


Communicating with the Public “Apply more input from users (ranchers).” 


Educating all people about land uses and resource management 
Getting public input at the right point 

Being open about the reasons for policy revisions 

Promoting BLM, its employees and mission 

Including me in the land use planning process 

Acting on public input when appropriate 


Making it easy for people to find out about proposed changes and public hearings 


“Have classes to educate people 


Volunteering information to the public 
about how BLM works.” 


Providing consistent and timely information 


‘‘More workshops at school level, 0 2 4 6 8 10 
perhaps including parents.”’ Leverage Index 
(Minimum N=287) 
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Grazing Permit and Lease Customers: Improvement Opportunities | 


Suggestions Made for Improving Communicating 
with the Public (N =28) 


More news to general public 


wratarerereren 
S555 
wraretere 
sarees 
Leatatatatet 


Solicit local and 
permittee input 


o, 0,0, 
age 


o O68, 


More educational classes 
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Grazing Permit and Lease Customers: Improvement Opportunities § 


Service Delivery 


Understanding agency's policies and regulations 
Being flexible and creative in meeting users' needs 
Being available when I call 

Having knowledgeable employees 

Maintaining good relationship with public 


Responding promptly to information requests 


Delivering consistent service 


Less paper pushers, more rand 


Enthusiastic, friendly, cooperative employees cons. Cut the overhead." 


Sufficient number of staff 


“The more contact and work 0 9) 4 6 8 10 
with the owner, the more Leverage Index 
efficient and better (Minimum N=305) 


information they will have.’’ 


PCG Pacific Consulting Group 1 a 


Ten aay eee 


Suggestions Made for Improving Service Delivery (N=32) 


Streamline regulatory process 


Improve staff's knowledge 
of local land 


Eliminate waste within agency 


Consider needs of local permittees 


PCG Pacific Consulting Group " 18] 
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Grazing Permit and Lease Customers: Improvement Opportunities § 


Processing Permits and Authorizations “Response communication could be better, the 


return phone calls need improvement.” 


Matching complexity of application with impacts of use 
Making up-to-date information accessible 

Letting me know when to expect response 

Letting me know what to expect 

Making it easy to transfer leases, permits and authorizations 
Giving consideration to special situations 


Providing assistance when needed 


Explaining terms or conditions 
P é ““Assign one person full 


responsibility for all 
transfers and processing 
in each district office.’’ 


Maintaining good communications 

Being able to obtain permits and leases at local BLM offices 
Charging fair rates and fees 

Processing grazing applications in a timely manner 


0 2 4 6 8 10 
Leverage Index 


(Minimum N=291) 
PCG Pacific Consulting Group " 182 
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tions Made for Improving Processing 
Permits and Authorizations (N =21) 


Provide better responses to inquiries 


Require users to conform 
to all BLM regulations 


°S 
Ss 
ere 


o, 
Se 


streamline process 
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Reduce regulatory burden; 
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Recreational Permit Customers 


Recreational Permit Customers: Overview § 


Focus Groups Were Conducted to Construct the 
Net Impression® Framework for Recreational Permit Customers 


¢ PCG moderators conducted focus groups in Reno, Nevada. 


¢ Forest Service moderators conducted focus groups in Coeur d'Alene, Idaho, 
and Santa Fe, New Mexico. 


¢ Use Authorization customer expectations formed the basis for questions 
contained in the questionnaire. 


¢ The survey questionnaire was reviewed and the items finalized by the 
Customer Service Lead Group. It was then pretested at field locations. 
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Recreational Permit Customers: Overview & 


Recreational Permit Customer Scorecard 


Processing Permits 
and Authorizations 


* Being able to obtain 
permits at local BLM 
offices 

¢ Making up-to-date 
information accessible 

¢ Letting me know what to 
expect during the 
application process 

¢ Matching the complexity 
and expense of the 
application with the 
likely impacts of the use 

¢ Letting me know when I 
can expect a response 

¢ Charging fair rates and 
fees 

¢ Processing my 
application in a timely 
manner 

¢ Maintaining good 
communications during 
the permit process 

¢ Giving consideration to 
specia | Situations 

¢ Providing assistance 
when needed to complete 

aperwork 

¢ Explaining the terms and 
conditions of the permit 
or authorization 


ise 


Service Delivery 


¢ Having employees who 
are knowledgeable 
about my geographic 
area and its resources 

¢ Showing enthusiasm 
and having a friendly, 
cooperative attitude 

¢ Understanding the 
agency’s policies and 
regulations 

¢ Employing a sufficient 
number of staff for the 
work load 

¢ Delivering consistent 
service 

¢ Maintaining a good 
relationship with the 

ublic 

* Being flexible and 
creative in meeting 
users’ needs 

¢ Being available when I 
call 

* Responding promptly 
to information requests 


PCG Pacific Consulting Group a 


Resource 
Management 


Practices 


¢ Fostering a cooperative 
working relationship 
with users 
¢ Having reasonable 
maintenance 
requirements 
¢ Providing helpful 
technical assistance to 
applicants and 
ermittees 
esponding quickly to 
publicly desired 
projects, proposals, and 
improvements 
¢ Balancing local and 
national priorities when 
interpreting laws and 
olicies 
¢ Balancing the needs of 
multiple users 
¢ Balancing conservation 
of the environment with 
applicants’ needs 
¢ Respecting Native 
American lands and 
cultural sites 


Rules, Regulations, 
and Policies 


e Having reasonable, 
logical rules and 
regulations 

¢ Having fair 
enforcement policies 

* Keeping public lands 
open for users when 
appropriate 

° Resanng fair and 
consistent policies for 
all applicants and 

ermittees 

* Interpreting regulations 
consistently 

¢ Providing adequate 
protest and appeal 
policies to resolve 
issues and disputes 


Communicating 
with the Public 


¢ Volunteering 
information to the 
ublic 
¢ Providing consistent 
and timely information 
to the general public 
¢ Making it easy for 
people to find out about 
proposed changes and 
ublic hearings 
¢ Being open about the 
reasons for policy 
revisions 
° Getting public input at 
the right point in the 
process 
¢ Acting on public input 
when appropriate 
¢ Including me in the 
land use planning 
rocess 
¢ Educating all people 
about land uses and 
resource management 
¢ Promoting BLM, its 
employees, and its 
mission to the public 


Internal 
Management 


Practices 


¢ Communicating among 
departments within my 
local BLM office 

* Coordinating with 
other BLM offices 

¢ Coordinating with 
other state and federal 


ape 

¢ Having effective 
communication and 
coordination between 
Washington and the 
field 

* Delegating sufficient 
authority to local BLM 
offices 

¢ Empowering local 
employees to evaluate 
risks and to make 
decisions 

¢ Holding employees 
accountable 

¢ Making good use of 
resources and 
protessignals outside 

LM 


¢ Performing an 
appropriate level of 
review of studies done 
by approved experts 
outside BLM 

* Being progressive to 
meet current needs 
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Recreational Permit Customers: Respondent Profile § 


346 Surveys Were Received From 
Recreational Permit Customers 


Four or more 


Other 
(Unassigned) 


Total 
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Recreational Permit Customers: Customer Satisfaction Ratings 


Ee as poe bate eweies EROS 


oir esse! 


Mean Arena and Overall Satisfaction Ratings 


Overall mean satisfaction 
rating: 4.7* 


Processing Service Delivery Resource Rules, Communicatin Internal 
Permits Managem Regulations g Management 
and Authorizations ent and Policies with the Public Practices 


: * This rating RrAgH GES iewed with caution due to a typographical 189 


ke = sieaiaaesa itl error in the wording of the overall satisfaction question. 


Recreational Permit Customers: Customer Satisfaction Ratings § 


Segmentation Analysis Is Used to Help Understand Differences 
in Customer Satisfaction Ratings 


¢ Segmentation Analysis shows what factors drive customer satisfaction and helps explain 
why differences exist. 


¢ The bars on the charts that follow show the net effect of each factor, taking the other 
factors into account. 


¢ Analysis was performed on overall customer satisfaction with BLM's handling of 
recreational permits and on the overall satisfaction for each of the six service arenas. 
Two factors were included: the state in which the most frequently contacted BLM site 
was located, and the number of recreational permits the customer had obtained from 
BLM during the past two years. 


¢ No significant differences exist for the overall satisfaction of the Processing Permits and 
Authorizations arena. 


¢ Only statistically significant effects are shown. 


A 
Indicates that the factor has a positive net 
effect on ratings 


Indicates that the factor has a negative 
net effect on ratings 


B 
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Recreational Permit Customers: Customer Satisfaction Ratings § 
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Significant Differences in Overall Satisfaction Ratings 


State 


CA (N=19) 


CO (N=63) 


OR (N=41) 


UT (N=43) 


Other (N=30) 


— 


-| -0.5 0 0.5 
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Recreational Permit Customers: Customer Satisfaction Ratings ] 


Significant Differences in Service Delivery Ratings 


CA (N=35) 


CO (N=92) 


OR (N=62) 


UT (N=84) 


Other (N=40) 
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Significant Differences in Resource 
Management Practice Ratings 


State 


CA (N=29) 


CO (N=89) 


OR (N=62) 


UT (N=79) 


Other (N=41) 
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Recreational Permit Customers: Customer Satisfaction Ratings § 


4 
| 


Significant Differences in Rules, Regulations, and Policies Ratings 


CA (N=35) 


CO (N=87) 


OR (N=62) 


UT (N=84) 


Other (N=41) 
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a Differences in Communicating 
with the Public Ratings 


CA (N=32) 


CO (N=85) 


OR (N=62) 


UT (N=78) 


Other (N=40) 


— 


-| -0.5 0 0.5 


Mean = 4.47 
PCG Pacific Consulting Group " N = 297 


Ee eh a a aia 


195 


Recreational Permit Customers: Customer Satisfaction Ratings § 
j 


Significant Differences in Internal Management Practice Ratings 


CA (N=26) 


CO (N=68) 
OR (N=49) 


Other (N=34) 


— 


-1 -0.5 (0) 0.5 
Mean = 4.45 
N = 229 
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Recreational Permit Customers: Improvement Opportunities § 


Customer Satisfaction Arena Leverage* 


Internal Management Practices 


Communicating with the Public 


Resource Management Practices 


Rules, Regulations, and Policies 


Service Delivery 


Processing Permits and Authorizations 


4 6 8 10 
Leverage Index 
(Minimum N=163) 


PCG Pacific Consulting Group *This chart should be viewed with caution due to a typographical error in the wording of the 
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Recreational Permit Customers: Improvement Opportunities 
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Suggestions Made for Improving O 


Customer Satisfaction (N =99) 


More local control: BLM 
better informed about local 
needs and circumstances 


verall 


Seek and follow through 
on public input Efficient and timely permitting 
process: adequate lead time, avoid 


» redundancy 


~~ es 


Effective management of 
multiple uses 


Friendly, responsive, 
knowledgeable personnel; 
adequate manpower 


Better education of the 
public 


Rules enforced 
effectively and Accommodate a variety of users: 
consistently flexible deadlines, convenient 
payment schedules 
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Recreational Permit Customers: Improvement Opportunities 


Internal Management Practices "No communication: piles of 


paper, but no action." 


Effective communication and coordination between Washington and field 
Holding employes accountable 

Being progressive to meet current needs 

Making good use of professionals and resources outside BLM 

Reviewing studies done by experts outside BLM 

Coordinating with other state and federal agencies 

Empowering local employees 

Delegating sufficient authority to local offices 

Coordinating with other BLM offices 


Communicating among departments 


"While the process is far from over, we appreciate ! i ° Lv 
the attempts made by the BLM to improve access to Leverage Index 
the cycling community." (Minimum N=221) 
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Effective management of 
multiple uses 


seeeeeneee 


rrr 


Better education fees ca evenaive te wapeiesectuseatbnes 


of the public spahbaeseseuscnveseyeshesesneedesplasetssese 


Run agency more efficiently; 
discipline underperformers 
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Suggestions Made for Improving Internal 
Management Practices (N =19) 


Recreational Permit Customers: Improvement Opportunitie 


More local control; BLM 
better informed about 
local needs and 
circumstances 


201 


Recreational Permit Customers: Improvement Opportunities § 


Communicating with the Public "Be more open with documents, not 


make certain items such a mystery." 


ee Ee eS ee Se See 


Educating all people about land uses and resource managemen 
Promoting BLM, its employees and its mission 

Getting public input at the right point 

Acting on public input when appropriate 

Making it easy for people to find out about propose« 


changes and public hearing$ 
Being open about the reasons for policy revisions 


"BLM needs to use 
fewer scientific 
explanations for policy 
revisions when 


Providing consistent and timely information 
communicating with the 


Including me in the land use planning process blic." 
"This questionnaire is GREAT, ahi 
Should do more. Use list of Volunteering information to the public 
permittees with direct mailing to 
invite participation in 0 7 4 6 " 10 
policy/planning process." eeenee tidex 


(Minimum N=308) 
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Shgsentons Made rat Tuproving Contittinicating 
with the Public (N =54) 


Increase staff and 
funding 


Seek and follow through 
on public input 


Better education of 
the public 


. NE 00005000 eatatate: 
Effective management of = [o-oo 3 ae rososocacanannaeseses 
multiple use ASKS 


Allow easier public access 
to information; greater 
openness 
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Recreational Permit Customers: Improvement Opportunities 


''To take into consideration the type of permit 


Resource Management Practices being issued. They treat all recreational permits 


the same where all events are not the same." 
a ee a eS ee eee 


Responding quickly to desired projects, proposals, and improvements 
Balancing local and national priorities when interpreting laws and policies 


Balancing needs of multiple users 


Balancing conservation of environment with applicants’ needs 


Providing helpful technical assistance "Need to respect 


the Native lands 
and cultural 
sights. You have 
failed in this 
area." 


Fostering cooperative working relationship with users 
Having reasonable maintenance requirements 


Respecting Native American lands and cultural sites 


0 fs 4 6 8 10 
Leverage Index 
(Minimum N=300) 
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"Much more could be done to educate users on low-impact 
camping and respect to tribal sights." 


Suggestions Made for Improving Resource 
Management Practices (N =33) 


Increase staff 
and funding 


Better education of the public 


Pipa Sie fer se a Ae 
an tot er | a et ewe 
SS Se cote s ie ‘ew s 


Eee Pid \ Effective management 
2 RI OY : 
of multiple uses 


Fair and consistent fees; fees 
set at appropriate level 


Timely action on 
resource 
management 
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Recreational Permit Customers: Improvement Opportunities 


Rules, Regulations, and Policies 


"Well-balanced, scientific analyses and 
uwer-provided input should be crucial in 
providing a fair regulatory agency." 


Providing adequate protest and appeal policies 


Having reasonable, logical rules and regulations 


Having fair enforcement policies 


Ensuring fair and consistent policies 


Interpreting regulations consistently 


Keeping public lands open for users when appropriate 


0 2 4 6 8 10 
Leverage Index 


(Minimum N=298) 
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Recreational Permit Customers: Improvement Opportunities 


Suggestions Made for Improving Rules, Regulations, 
and Policies (N =46) 


Seek and follow through 
on public input 


Increase staff and funding 


Ane eeeeeeeesaneeneeseseunereseseeeeenene 


a aeeceeeseeeeeeessnsssensenseseseeensenesan 


Rules enforced 
effectively and 
consistently 


Effective 
management of 
multiple uses 


Better education of 
the public 
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Recreational Permit Customers: Improvement Opportunities § 


Service Delivery "'Overworked, understaffed local office, 
but good capable people." 


Delivering consistent service 

Being available when I call 

Responding promptly to information requests 
Being flexible and creative in meeting users' needs 
Maintaining good relationship with public 
Sufficient number of staff 

Understanding agency's policies and regulations 
Having knowledgeable employees 


Enthusiastic, friendly, cooperative employees 


"They know that we have to deal with them so they don't... hurry. 0 ,) 4 re g 10 


They are as difficult as the Department of Motor Vehicles. feterice Tidex 
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Suggestions Made for Improving Service Delivery (N =46) 


Coordinate with 
other agencies 


Friendly, responsive, 
knowledgeable personnel 
Increase hours of 
operation, staff, funding 


Accommodate a variety of 
users: sensitivity to user 
needs and circumstances 
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Recreational Permit Customers: Improvement Opportunities § 


Processing Permits and Authorizations i eppapete ei hi a am Be, 
type of permit being issued." 


Giving consideration to special situations 

Letting me know when to expect response 

Maintaining good communications 

Matching complexity of application with impacts of use 
Making up-to-date information accessible 

Being able to obtain permits at local BLM offices 


Processing my application in a timely manner “BLM is lopsided in its approach 
to multiple uses — recreational 
users Still play second or third 
fiddle to traditional (higher cost) 


users like grazing and mining.” 


Letting me know what to expect 
Explaining terms or conditions 


Providing assistance when needed 


"BLM SRPs should be usable in any Charging fair rates and fees 
U.S. state. During the 1994 year 
our business filled out the same 0 2 x 6 8 10 
permit application in four states." Leverage Index 
(Minimum N=314) 


PCG Pacific Consulting Group 4 210 


Recreational Permit Customers: Improvement Opportunities § 


pie Coie ews 
ee RO beee Re ee 


Suggestions Made for Improving Processing 
Permits and Authorizations (N =71) 


Uniform and consistent 


policies between districts, users Efficient and timely 
permitting process: 


adequate lead time, avoid 
redundancy 


Fair and consistent fees : 
fees set at appropriate level 


RT EN hee ea ear dont Ge 
rere ye eM al ae ee) Same Tae 
ee Laat Tee te Oat eet Tait Hi | 

fehl EO at eee et | 

a ee 8 et ee 
Cee Ca teeny teat 4 
tH Slaw a Pt Te At Beall Sore 
UT age See Tes Pedi tit toa 
| RE I Sa Te a ee 
Pe Sha thee Ve CSB Tae) cae 
Mee oe Tee eae 
Ce tN TH i SED peat 
He a ta er fone Sea 4 
. ewe aes Ik 
eit Coat feet | 


Accommodate a variety of uae Seinceeess 
users: flexible deadlines, St qicdtasseneeses Increase hours of 
convenient payment schedules : operation, staff, funding 
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Summary § 


Direct Customer Overall Mean Ratings and 
Top Two Leverage Arenas 


Information Access Centers 
Recreational and Educational 
Centers 

Land Management Transactions 
Right-of-Way Grants 

Oil and Gas Leases 

Mining Claim Recordation 


Grazing Permits and Leases 


Recreational Permits 
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Mean erall 
Satisfaction Ratin 
1_to cal 


Highest 
Leverage Arena 


Communicating With the 
Public 


Rules, Regulations and 
Policies 


Rules, Regulations and 
Policies 


Internal Management 
Practices 


Internal Management 
Practices 


Internal Management 
Practices 


Internal Management 
Practices 


Internal Management 
Practices 


Second Highest . 
Leverage Arena 
Information and Services 


Available 


Protection of Resources 
Internal Management Practices 


Rules, Re ulations, and 
Policies 


Rules, Regulations, and 
Policies 


Communicating With the 
Public 


Rules, Regulations and 
Policies 


Communicating With the 
Public 
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